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Introduction

| remember vividly the first time anyone asked me to becevolved in a crisis
situation. | was an undergraduate at Ohio University, aedod my friends came
charging into my room, saying, “Come on, you have to betpy! You have to help,
come on!” Even then, | intuitively knew that you dioj’st stick your nose into every
dogfight you happen to come across. The alarm and urgémay foiend, though, was
nothing to ignore or take lightly. When | got to Jermgem, he was doing nothing. |
mean absolutely nothing. He was not talking, he wasooéing at anyone, he was not
responding when people touched him, he was simply doidgngetand it was scary. |
would like to be able to tell you how clever and effectiveas, but the fact is, | really
screwed up. | acted scared, then | acted concerned, ifhred him; then | got angry
and went back to my room, figuring, “The hell with itFor that matter, the guy who
came barging in so upset about Jerry handled the siuatebout the same way. The
next we heard, Jerry had been taken by the emergency sqiiedUniversity Health
Center. Fortunately for Jerry (and for me as fahasdgoes), he had one friend who had
stayed with him, who had somehow got him to talk a lietted who realized that
something had to be done by someone. In Chapter 3 wealwipecifically about our
right and responsibility to intervene in crisis situaipand about the criteria for deciding
whether or not to intervene. My memory of Jerrystefle, though, that people in crisis
need help more that they need to be left alone;ttigbetter to do too much than not
enough, and that just because things sometimes work dkgioiown does not mean that
they always will.

A minister told me about one of his early crisis expergs. A very upset and frightened
lady in her middle forties came to his home one evenimgahdesperation. Her husband
was a successful physician in the community; his gambktgstarted innocently enough
with a Tuesday night poker game and an occasional ttigetoacetrack. He had
gradually started gambling in amounts that far exceededhehand his family could
afford to lose, and the squeeze had come. He had borrgaedtshis house and
everything else he had of value. Over a period of a yesw,dis surgical practice had
deteriorated because of his preoccupation with gamblingnencksulting debts. That
afternoon, he and his wife had had a terrible argumenttbe situation, and she was
terrified about what might become of him and the famiWvill you please go talk with
him,” was her plea to the minister. “l can’t help humless he wants help,” was the stock
reply. I've said the same thing, haven’t you? One ofemoyployees or co-workers, one
of our friends or neighbors, a member of our familyewen someone we don’t know
very well, wants us to try to help. They want us toolee involved in their problem and
they ask us to try to talk with someone for them. thyshope that this book will help

you get to the place where you can tell the “dogfightsh the real crisis situations, and
that you will be able to intervene effectively whetenvention is justified. You will still
get a little too involved once in a while, but you wiltely refrain from getting involved
when you really should.



| was recently talking with a deputy sheriff and a cityiggsvoman after one of a series
of crisis intervention training classes that were phda more broadly oriented police
training school. It surprised me a little to learn Hoaquently police are called in to
respond to emotional and social crises. For many peabglg@olice are their first
resource when they are involved in or observe severe argsrmar blowups within
families, apparent drug reactions by teenagers and young,dukitjhtened social
tension within schools and community groups, and whengtang generally getting out
of hand and people cannot think of anyone else to dall. very important for the police
not to increase tension, to avoid making people mogeyaand agitated, to refrain from
exceeding their authority, and, above all, to avoid @aating. Nonetheless, both the
deputy and the policewoman expressed a sincere desirgtpdugle who really need
help. With their improved understanding of the sociarattion nature of conflict and
crisis, they felt that “crisis communication” wasoal that would make them more
effective in their efforts to get people to slow dowalnt down, think things through, and
plan ahead. For the police, as with the rest ofhese is nothing they can do about what
has already happened. But being able to see the potemtialative effects—that is, the
snowballing effects of a situation—and being able to respoadnay that gets people to
slow down and calm down will take the crisis potentigl of the situation and
effectively keep matters from getting worse. Intenggyi, the police officers indicated
that in these kinds of situation a crime usually hasbeen committed. With that in
mind, the officers see crisis intervention and crisicunication as improving their
skills in crime prevention. Their real enthusiasinough, stemmed from the fact that
they have acquired a new and felt ability to help peopéxireme social and emotional
difficulties.

School principals and family physicians tell me aboutadlem they have in common.
An unexpectedly high proportion of their time with pasgstudents, and patients relates
to social and emotional conflict and crisis. The stipoiocipals talk about irate parents
who feel that school has mistreated or mishandled thédren, students who feel that
they have been treated unfairly or who are reactirsgdapressed or angry way to
something that has happened with their friends or familg, teachers who are sure that
they can run the school better than the principalloy are at their wit's end with a
particular student or group of students. While we aréngbout school people,
superintendents of school districts have all of this fflesadded burden of citizens and
citizen groups who know that education isn'’t like it usede@nd want to know why.
Teachers, principals, superintendents, school counsalmsanyone else who deals with
kids a lot in an education setting—as a Scout mastelead¢r, or anything else—it
seems are seen as experts on all aspects of childrenesmadjustment. They talk about
parents and kids who have come to them to complaiatady express concern about one
another. Kids think parents are unfair, unreasonablethatdhe best solution is to run
away from home, quit trying, get into trouble, or do sonmgflglse equally drastic.
Physicians tell me that much of their practice consifgeople who are expressing
physical symptoms that are caused by or related to embéindasocial upheavals.

Some of those people are spontaneously able to relatdiffieulty to marital problems,
depression, social situations, or other things in theithit are causing stress and
tension. Quite often, though, the family doctor idethho matter what goes wrong.



People are not experiencing any real medical emergen@rdexperiencing social and
emotional crisis.

School people and physicians alike, then, are asked tavdband help people in all
kinds of social and emotional crises. They do not hawe for either short- or long-term
counseling or therapy, and even if they did, they usdallyot have time to develop the
skills of a psychiatrist, psychologist, or psychiatocial worker. Had they wanted to do
that, they would not have gotten their degrees in edurcationedicine. What they want
and what this book has to offer is a well-grounded, comsemse, person-to-person
approach to conflict, crisis, intense emotional and sddigculties, and deteriorating
interpersonal relationships. Students in mental helathplines and volunteers training
for service with hot lines and drop-in centers, a watge of professionals and others
daily involved with people in stress and in tension-laderasons should find it helpful
in their efforts to understand real people with real pnoisl

In its historical development, crisis interventicastbeen a somewhat bastardized version
of long-term therapy and counseling. In both New York @atifornia, crisis

intervention was initially conceptualized as “shortteherapy.” This book is about
neither counseling nor therapy. It is about people like and me helping people like

you and me to cope with situations that arise if andwthmgs get out of hand. We can
use this approach to crisis intervention, crisis compatian, and relationship building

to help our students, patients, clients, friends, co-werkamily members, employees,
and even to help ourselves when we are in crisis.

A cure for everything? Definitely not. Crisis witls toncomitant intense social and
emotional conflict is not an all-the-time or foretbimg. It is something that comes up
once in a while for most of us and frequently for sofmgso When the boiler is about to
blow, we can get it to cool down and can thus preventxplesion. We, or the other
people involved, may need help—a lot of help—to get things stemigd out and
working smoothly again. Ours is a first aid or emergentsrvention. At times, that's
all that is needed. At other times, much more may bdatkafter things are cooled off.
Even though what we do is limited and fairly specifieye just let things blow or do not
know how to keep them from blowing, there may be nagtleft to work on later. We
are talking about a limited kind of problem, a limited avEknowledge, and a limited set
of skills. We are, nonetheless, dealing with an afdiée that our very human interest in
each other presses us to deal with. Whether it is pattrgob, part of our volunteer
work, or part of our trying to live with and deal with ca@other, knowing when to help
and how to help is “where the action is” for most af us

As you come to know the many people you will find in plagies of this book, you may
get the impression that crisis just reaches out aribgrgerson. You might also get the
feeling that people in crisis always call the hot litejr minister, their family doctor, the
police, or go to a drop-in center or emergency serBmh of these impressions would
be wrong. Probably most people in crisis don’t seemuallysdistraught and don’t turn
to volunteers or professionals for help. They tallkhwiiteir family or friends. | have
tried to construct situation and develop realistic peoplecgm relate to and remember.
Crisis intervention is a conceptual thinking processthistadlso a feeling, doing process.
As you become involved (inevitably) in crisis and inteoseflict situations. | hope you
will remember the people you have met and will relaté ffreblems and intense



emotions to the situation with which you are dealingatTi# in part, why emphasis has
been given to clearly picturing emotions and typicalagibns in a way that may make
them seem a little unusual. To get you to relate thieemal to your own experience,
your own life, and to situation with which you may come&ontact, let me tell you about
Bill and Linda Green’s quiet crisis.

| was at home one evening, when the dogs started annouheiagival of a car in the
driveway. It was Ed, my chess-playing buddy. He didn'ttwauplay chess that
evening. Ed and his wife Judy had come to talk about theds, Bill and Linda Green.
Bill had been talking to Ed that afternoon on their vimayne from work—they
sometimes ride together. Ed had asked “How’s the famdy®@’was shocked to hear
Bill reply, “Linda and | are getting a divorce.” Ed thoudil was kidding and made a
few of those wisecracks guys make to each other wlanage problems are mentioned.
“No, it’s true. Linda was going to call our attorney tafternoon to see about a
dissolution,” was Bill's rather matter-of-fact repl§\We still love each other and all that,
but we just don’t have anything to talk about. | talkwergone else but not to Linda,
and she talks to everyone else but not to me. Lastwiglgot to talking about our not
talking. Somehow a divorce came up, and we decided we asghiell, since there
seems to be nothing left of our relationship.” Ed fumbletilstammered the rest of the
way home and hit Judy with the news as soon as he fu oioor. She immediately
called Linda to see if it were true. Linda told her thatas and that she had an
appointment with the attorney the next day.

Ed and Judy went over to Bill and Linda’s house later orhadh’t gotten very far. Bill
and Linda seemed quite willing to talk with Ed and Judy abausitation but no better
solution than a divorce had developed. Ed and Judy had nowtoome to see if | had
any ideas about how they could help with what they pexdeo be a real crisis. Of
course their perception was accurate. Bill and Linda wettee process of making a life-
altering decision in a most quiet and highly civilized wa&gd and Judy really wanted to
persuade me to talk with Bill and Linda. | didn’t know thanall but agreed with Ed
and Judy’s conclusion that my going to talk with them daitilmake things any worse
and had at least some potential for helping.

After some awkward introductions and letting Bill and Lind@w that | knew they were
having problems, | asked Bill, “Do you really want a divooces it that you really want
for Linda to talk with you more?” The dam broke, andoadl of emotions came out.
There was a real mix of fear, anger, frustration, desjoer, love, affection, hate, and
about every other emotion you can imagine. Bill digvéint a divorce; he wanted Linda.
Above all, he wanted to be “civilized” about it. dfdivorce was what she really wanted,
then that was what he really wanted for her. “Mataadivorce? You're the one who
brought it up. I just want us to be happy and for us totbgether and talk with each
other like normal people.” Linda’s emotions were dsrige and as varied as Bill's. So
did they kiss and live happily ever after? No. Theyfaghting, arguing, and really
trying to negotiate a relationship with which they both canand be comfortable. Will
they successfully build this new relationship? | don’t knbut at least they canceled the
appointment with the attorney and haven't scheduled anotteeyet. Are they seeing
me or someone else for marriage counseling? No. aditeeloth fairly strong-willed and
self-reliant people who figure that if they can’'t worloiit between themselves, no one



else can help them work it out. They are even clivgerds with Ed and Judy, though,
and | haven’t heard from them since that evening.

However, things turn out with Bill and Linda, Ed and Judirbt make the mistake |
had made with Jerry back in my undergraduate days. Traid§hip with and concern
for Bill and Linda was strong enough and mature enougthé&m to run the risk of
losing the friendship, get themselves too involved, and expesastlves to a possibly
uncomfortable and embarrassing situation. Caring is antonent to try to understand,
to feel, and to do all we can to help....



Part | Crisis Intervention
Chapter 1 People in Crisis

PLEASE HELP ME!

Mrs. A is crying, and her voice quivers as she talkgguéss what really got me was that
when | got home he was there. He was still up, anditidnsahad to get some sleep. |
said, ‘All right,” and asked him if | could talk with hinHe said he didn’t want to go to
sleep in bed, but wanted to sleep on the couch. | sdidjgAt, if that’s the way it has to
be.” | said, ‘Isn’t there any chance at all for mei®’ said no. He keeps asking me why
I’m making it hard. I told him whatever he decides, I'at going to stand in the way. |
told him that | wanted him—I was honest—that | didn’t wemlose him, but if he
decided that he wanted her or if something fell through kathand he still didn’t want
me, | could accept it.

“He said, ‘Even if it fell through and | came back to yBd,probably think about her the
rest of my life.” And | said | could even accept theknow I've made a lot of mistakes,
and | just didn’t realize things are as bad as theyWfleenever | thought things were
bad, he'd say things are okay. I'd say, ‘But they atdarome.’ But he’'d always say
they are going fine for him. | guess I just didn’t understand.

“l wanted to talk to him. | wanted to know if | had abe. |told him that | thought he
really didn’t know me, and | thought | ought to have ancleawith him like she has. |
thought I'd have a chance to be myself around him, andidéne’d give me a chance,
but that didn’'t mean that there is a chance for ouriage to work or that he would want
me back.

“He slept on the couch, and | went into the bedroomusttit hit me all at once. | have
to do something. It hurts too much. | can't stand it.”

Mrs. B is talking in a very matter-of-fact way, almhas if she were talking about
someone else. “My husband still has a lot of doubtsitaiinings. He still feels like he
can't trust me. | don't feel like | can go back to hinl@ag) as he feels that way.
Yesterday he said he still has his doubts about whétimgstare going to work out for
us or not. | really tried to show him | mean what |, dayt it doesn’t seem like anything
I've said or done helps matters any.

| don’t know what'’s going to happen to the kids. I'm geftio where | can’t stand them,
especially the youngest one. It's the way he crigh@time. | feel like | could smash in
his head sometimes. It’'s terrible. | think they shaalce him away from me before |
really do hurt him.

“| see their daddy every day, but my mother says hestsysing me. | suppose he is, but
| don’'t know what else to do. | need some attentiom, tMother thinks | should tell him
he has to stay away and | should just stay home andtihe¢hose kids. He gets done at
the office late, and | wait for him and go for a drinkdoin’t really care about it—I just

do it to please him. I think he is getting a drinking halat thm not really crazy about.



“For me, I've been thinking a lot about what to dos Hll on me—him, the kids, my
mother. It's too much for one person. At leasttys much for me.”

Mr. C is quite tense and talks quite rapidly, with d@ingtquality to his voice. “Well, I'm
about ready to give up. It’s like this. | can’t find a higpaying job, and the job | have
now | got sick at yesterday. | had to go home. | hggliting headache. Things are
beginning to stack up on me.

“I've been working my tail off, and now my daughter is runnivith some white boy.

I'll kill that son-of-a-bitch if | catch him messing thiher. | was having a drink at a bar
the other day, and | saw this white man with his hand anathrat this black girl. 1
asked him to lay off, and he asked if | wanted to fightroke my hand on his face. |
think I’'m cracking up. | don’t know what’s going on. I'msling it; God help me!”

Mrs. D is talking quite slowly, seems exhausted, and ltpmbty of futility and despair.
“I don't feel like there is any relationship left. |ikithat over a period of time it’s built
up to where it's reached a breaking point. It just gothere | felt like | was completely
responsible. He wasn'’t any help to me. He was satisgfith things like going to work
on his race car, and when he came home, he was tdddio® anything for me or to do
what | wanted to do. When | went back to work, | told kinatt | worked as many hours
as he did; but he always worked harder than | did, dewpto him. He was always too
tired to do anything with the children. Things are leftrfaa to do. | felt the complete
responsibility, and he just didn’t want to help.

“One night last summer, he woke me up in the middidé@hight and told me about
these hang-ups he has and the stuff he has been ddingw he thinks about being a
girl sometimes and wants to dress up in my clothes wigehave intercourse. He said
that when | was at work he had been putting our liitlet@ bed early and then dressing
up in my clothes and “taking care” of himself. He gatite point where he didn'’t like to
be home alone. He’d get a buddy and go drinking while | wa®i, leaving our little
girl at home by herself.

“He finally broke down and told me that he had been picke by the police on
suspicion of having drugs. He’d been drinking and had a fiftean-gld girl in the car.
He’'d picked her up, but he got off lucky because the poleght she was his sister. |
told him, ‘Okay, you need to get help; this is something ymitgust get over.’ He said
he’d just fight it on his own, that he could overcomeHe said we didn’t have the
money for help, and | told him I'd work it out to cut cormas long as necessary to get
him help. He refused, and so we sent on as befors. sithation was irritating to live
with. Several times | asked him to change jobs, and agaiked him to get help.
Nothing | could do would open his mind. 1 finally said, ‘Okayn ijoing to get a
divorce.’

“It's gotten me to the point where | don’t care anyenot feel he needs help. If | can
help him, as a person, | feel like | ought to go back afgltien. He says he can't live
without me, and I'm afraid he might try something desperdt he tries to kill himself or
something, it would be my fault. That'’s like it is, bwe lost all love and respect—I've
just lost all feeling—for him.



“When he is home, as soon as he comes in, | stdirigdense and shaky. When I've
asked him to get help for my sake, it didn’t mean enoughte-out | feel it’s too late
for me. | don’t know what to do.

DISCUSSION

Mrs. A, Mrs. B, Mr. C, and Mrs. D are each caught ug personal crisis. Suppose you
were the emergency room physician who treated Mr. &slhvhen he broke it in the
barroom fight; while you were working on his injury, harted to tell you about his
worries and difficulties. Remembering Mrs. D’s husbardl the fifteen-year-old girl he
had picked up, how would you have helped the girl's paregtaiifhad found out she
was not Mr. D’s sister and had to tell them about beagade? Suppose you were a
child welfare worker and had received a call from Mrs. Brduone of those times when
she was having intense, negative feelings toward her dBitcoerhaps you were Mrs.
A’s best friend, the one person she could call at 2:00. AdNMen she ran to the bedroom.
How would you be able to help?

Mrs. A is apparently having serious marital difficultyneSand her husband do not have a
very good relationship and seem to have difficulty comicating with each other. In
addition, Mr. A is, at least emotionally, involved Wwianother woman and appears to feel
alienated from Mrs. A. She, in turn, feels frustraded cut off from her husband. There
is a sense of futility and hopelessness in what she salye feels she has to do
something. Will she try to kill herself; strike outretr husband or at his friend; run to

her family or friends; or become extremely depresseteat, and withdraw? At this
point, she chose to talk to you. If you are able to tstlp,will develop a way of dealing
wit her immediate situation. If not, her anxiety aeadsions may push her into some
undesirable behavior or situation.

Mrs. B is separated from her husband, although she seesvbry day. Apparently,
something happened to cause him to lose his trust and féuén.irShe seems to want to
reestablish a good relationship with him but is unsuretdtiedeelings and intentions.
She is getting a good deal of pressure from her motheneemed about her husband’s
drinking, and seems especially apprehensive about herge¢bward her child. Should
she stay away from her husband or continue tryingaik things out with him? How
justified is her concern about her husband’s drinkingi?vldhould she deal with the
criticism and pressure from her mother? How can stierb@pe with her children and
with her intense feelings of anger and frustration? Halsesaid to you, “Help me!” What
can you do to help?

Mr. C is upset about several things. He is having diffycattwork and is finding it hard
to cope with his financial and family responsibilitids. addition, he is angry about his
daughter’s relationship with her boyfriend and would like to takeanger out on the
boy. It also appears that he is quite upset abouethgonships between white men and
black women in general. We know that he has a brokesh fnam hitting a man in a bar.
He feels very agitated and confused and is somewhat déspdrhis anger may lead him
to actually hurt his daughter’s boyfriend, or he may get amother fight. We can see
that his frustration and anger are also affecting hikwad could lead to his walking off
the job or doing something else equally destructive. ldecbme to you. What will you
do to help? If you are successful, he will be more ab@etl with his angry feelings,



and perhaps he will develop a better perspective aboutehsstuation. If not, he is
likely to take out his anger on himself or on someose.el

Mrs. D seems trapped between her feeling that she wéaldoliget away from her
husband and her fear that he might hurt himself if she teeleave. She is upset, angry,
and confused about many of his attitudes, especially abounissial behavior. She
seems to feel somewhat overwhelmed by all the confasidiresponsibility. She has
repeatedly tried to work things out with him and alsothed to get him to accept
outside help. She seems to feel that the relationshgpisless and, in fact, as if “there is
no relationship left.” If she just stays away from hesband, will he get worse, start
harassing her, hurt himself? If she keeps trying to warigs out with him, will their
relationship improve, get worse, or will things just go sitheey have in the past? She is
asking you to advise her, tell her what to do, come upavgblution to her problem.

Will you be able to help?

As you develop an understanding of the crisis intervamiocess and acquire skills and
experience in crisis intervention, you will be abldédp with crises like the four
discussed above. You will be able to understand the ctiivolved in the interaction
between the individual and the situation. You will ket focus on the crisis, assess the
individual and the situation, and effectively interveme iway that leads to the individual
being able to deal with his or her life situation in as@nable and effective way. Help is
only helpful it if helps. Your help will help.



Chapter 2 - The Conflict State

To the inexperienced observer, “crisis” and “the individoalrisis” represent nearly
equivalent notions. We say that an individual is “slat” Why? Because he is
depressed. We say that an individual is nervous and shalkihg? Because he is upset.
When we take the next step and ask why the individualisedsed or upset, the
assumption is that the answer will point to there beogething wrong with the
individual or with his situation. “You are just being silly. “If | were you, | would get
out of that situation and not put up with it anymore.”.f.ytou would just straighten up
and deal with it, things would be better.”... “You can't blayoeirself. It's not your
fault. If they didn’t act the way they do, things wabllle okay.” By the inexperienced
observer, then, the ‘crisis’ is interpreted to be sbimg that is either in the individual or
in the situation.

As we examine the conflict state in this chapter andsanore specifically on the crisis
state in Chapter 3, we will find that the “crisis” isitther within the individual nor within
the situation. The crisis lies in how you are orraegetting along within your situation.

Frequently there is conflict between the individual arsorld. This situational

conflict is an everyday thing. Life is full of its h#ss difficulties, and annoyances.
Sometimes, though, the conflict becomes intensifieslith an extent that we can
accurately think of it as “a crisis state.” Understagdhe crisis state and helping the
people who are caught up in it is our objective. Firstyéver, we want to carefully
examine and come to understand the conflict state frowhvdnises develop. Figure 1
illustrates conflict in terms of the individual, théusition, and the interaction between the
two. A careful look at each of these three perspectsye¢ben, where we will start to
develop an understanding of and a feeling for the sod¢etiction approach to crisis
intervention.
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THE INDIVIDUAL

Basic to an understanding of the individual in relationsthiprisis is the recognition that
physical development and physical health are importagtd¢oyone at every stage of the
developmental process. From birth to about the agereé tchildren are primarily
concerned with physical development. They learn lwsitf walk, talk, use the
bathroom, feed themselves, manipulate objects, runbchmd do all the things they will
need to do as they grow and mature. For people of all piggsical skills, abilities,
capacities, needs, and so on, are very importanetogénse of who they are and to their
ability to cope with their life situation. We can sd®n, that whenever an individual is
experiencing some physical difficulty he also will hgoreblems in coping with his
responsibilities and opportunities. This difficulty inpgag may at times be more than
the individual can handle. For example, children wéhous physical difficulties may
become overwhelmed with feelings of inadequacy and hefsssvhen they are unable
to participate in normal activities, do the kinds of thintjgo children do, be accepted by
other children as equals, and so on. Adults may suddenlyhigmdselves in a position
where they are unable to work, unable to drive, unaldarny out their day-to-day
responsibilities, unable to cope with simple routines ¢etting to the store, and
generally feeling inadequate and useless. Elderly people fiygbenome depressed
and overwhelmed by their recent inability to hear, sgdk, and so on. Throughout the
life cycle, physical difficulties and health problempnesent a serious liability and
frequently contribute to social and emotional crises.

Similarly, emotional development is an important eimsion. An individual's emotional
makeup receives its primary developmental structure dummgreschool years. That is
when children learn to love and hate, deal with feelofganger and fear, express
affection and excitement, and generally develop as feehmgfional persons. Young
children first discover their feelings and then expennweith them. Can | get people to
do things by using my temper or by pouting? How can | cogetivihgs and situations
that scare me? What does it mean to love and be loVb@d?discovery and
experimentation continues throughout the life cycleadBally, children learn to control
and cope with their feelings and thus become able to préweinteelings from taking
over their behavior or getting in the way of their dealntp the world. For everyone,
however, situations and circumstances do occur which ¢heseto react in emotional
and uncontrolled ways. In healthy individuals, this du@shappen too often, and
usually, it does not interfere with their over-all fuoaing. For all of us, though, our
feelings and emotions sometimes become so overwhelnmahghty interfere with our
thinking about and coping with our life situations. Espéciahen those overwhelming
feelings include fear and anger, we are in a crisis.fildeourselves temporarily unable
to deal with, understand, or otherwise cope with, thisohexmotions and feelings, and
we are unable to respond rationally. It is, then, buityto cope with and work through
these feelings that enables us to resolve crises invagt liFurther, it is our ability to
help others cope with and work through such intense fedhngeir lives that represents
the focal task of crisis intervention.

Just as emotional crises develop in the lives of otheeg,can and will develop in our
own lives. If it can happen to anyone, it can happegmtoor me. If you seriously doubt



that you could ever find yourself in an emotional crisid an need of help, perhaps you
should not become involved in crisis interventionhéfe but for the grace of God go I”
is wisdom especially applicable to crisis.

Children develop socially as well as physically and ematly. This is the special focus
of the elementary school years. Children first ldarantertain themselves and play with
their toys and other objects in an individualized wéwly gradually do they learn to be
involved in mutual activities with other children. In thelg years, two children may be
involved in the same activity, playing the same gamengctit the same fantasy, but
they're doing it as individuals. They are both doinggame thing but are not really
interacting with each other. As mothers of young childran confirm, the most frequent
form of interaction when two young children are playingghsting and arguing. The
complaint is usually that one child interfered with thieer child’s toys or activities.

Over time, children gradually become involved in activitiewhich they interact with
each other. They participate in group games, carry diegnconversations with each
other, play “doctor” and baseball, and begin to develop metaimerpersonal
relationships with other children in their age group. hes/tcontinue to mature and
develop, their social adjustment comes to include hush@andives, good friends,
acquaintances, relationships with co-workers, and so on.

By the time a child reaches junior high school, andughout the rest of his life, his
social environment becomes increasingly complex and iosntaore and more
possibilities for problems. These social relationshipgep®s of interaction, and the
over-all social environment continually present situaiand conditions with which
anyone may have difficulty coping. Usually, people dnle &0 work out their
interpersonal differences, negotiate their socialldy@nd resolve problems in
relationships. Occasionally, however, these problesnee so involved or so bad that
people are unable to cope with them and unable to work dlemif the relationships
aren’t very important to the individual, he may simaiypid interacting with those people
with whom he has difficulty. If the problem happen®éowith an employer or
employee, however, or with a husband or wife, a parenhild, a very good friend or
even someone with whom he doesn’t want to stop intaggdhe situation is serious.
When confronted with that kind of problem, most people mdke a serious attempt to
straighten things out. If they are unsuccessful; ii# occasionally become quite upset,
afraid, angry, and emotionally distraught. These emstiben interfere with their ability
to work out the relationship. As the relationship gets ajdige individual becomes more
upset. As a result, the relationship deteriorates ewgimef, with the individual

becoming even more upset. And so the vicious circle gnagirand round. When this
happens, the individual is in an extremely serious soosik.

Sexual development and sexual situations hold a similanmtéor crisis. These sexual
crises sometimes develop when parents become alarmexvameact to the interest of
young children in each other’s bodies. Sexual crises ale\stween adolescents, in
marital relationships, in homosexual relationshipsyben adults involved in
extramarital activities, and in other types of aduluséxelationships. Similarly, people
of all ages can become involved in spiritual and morsésr They may have difficulty
coping with their lack of faith in a supreme being or theay suddenly come to question
their faith in a supreme being, they may become confusdiaenchanted with the



religious and spiritual beliefs they have held, and soReDple become involved in
situations that cause them to question their moral vadx@erience severe feelings of
guilt and apprehension, or become indignant and angeattion to what they regard as
the moral indiscretions of others. In times of spal and moral crisis, the great
temptation is to pass judgment, give advice, or dismegenson’s feelings and
confusion as silly and inconsequential. It is importameglize that moral and spiritual
crises are at least as intense as emotional aral soises. They always deserve our
concerned and caring attention.

As we consider the individual, it is clear that his ptgt emotional, sexual, moral, and
spiritual growth and development play an important pahnisrover-all adjustment and in
his ability to cope with life situations. Singly andcombination, these areas of
development and adjustment hold high potential for ¢rsid in times of crisis, the
inability of the individual to work out the difficulty caess intense and varied emotional
reactions. It is, then, our ability to help him copewahd work through these feelings,
together with our ability to work with the rational, reasg, planning dimension of the
individual, that enables him gradually to understand and capehisi crisis.

The individual in crisis is a whole person with feelingsiotions, thoughts, ideas,
abilities, limitations, and personality. Like all of, i loves and hates, is sad and
excited, wants and fears, feels happy and hurt, and exges a full range of feelings,
emotions, joys, sorrows, and humanness. Also, whétkeandividual is six or sixty, he
has his rational, objective, intelligent, analyzing, ustierding, reasoning dimension.
When we meet the individual in a crisis situation, beer, his feeling, emotional,
impulsive dimension will likely be most visible.

The individual also has a third dimension. It has adtevely been seen as his
conscience, superego, or “parent.” This dimension istagral part of the individual's
personality and consist of rules, prohibitions, normsjeaktandards, prejudices,
“should” and “shouldn’t,” and words like always, never,abgely, must, have to, and so
on. This dimension serves the individual as an inteed“parent.” It punishes him
when he does not do well, when he does wrong, or whéelieeves in a way
unacceptable to his conscience or the internalized “paréigo, it praises him or makes
him feel good when he behaves in an acceptable, nmamadrable way. Further, it
protects him and makes him feel afraid or anxious when ¢@nisonted with situations
or circumstances in which there is or may be sorkaoitiimself.

When we see the individual in a crisis situation, wiegenerally first notice the
intensity of his feeling, emotional dimension. As sugggsone of our central goals is
gradually to enhance the functioning of the rationahmpiag, thinking dimension. As
we work toward this enhancement and crisis reductionglery his “parent’ dimension
must be carefully looked at and its effects considetednhe individual usually fearful?
Or, is he unusually guilt-ridden? Is he withdrawn and apprpunishing himself?
Basically, we want to know the punishing, praising, and priotgetffects the
individual’'s “parent” is having on his feeling, emotional émsion. If we think of the
individual as a whole, three-dimensional person, undeistg that these three
dimensions are interacting and interrelated, and tontterstand and sort them out as we
work with him, our effectiveness will increase.



If we can maintain our perspective, recalling the thrapndimensions of the individual
and understanding his developmental needs, problems, andahilities, we will be in a
good position to help him in a meaningful way.



THE TOTAL SITUATION

Next comes the individual's total situation. This inclsi@eerything external to him that
affects him or is affected by him. It includes friendssphis job, house and car, the
weather, bill collectors, and so on, until we have ligteerything and everyone in his
total situation. This is his “now.” It is his preseinicluding people, relationships,
things, circumstances, events, and so on. The indivediodhl situation also includes
“then” and “when.” “Then” is the individual's past, @it shapes and affects the way
things are now in his present. It is important to sae‘ikhen” is not the future; rather it
is the way the individual feels or thinks the future Wwélwhen certain things happen or
do not happen, when he does or does not accomplish somé goalymstances change
or do not change, and so on. It is not how thingsadlgtwill be, but rather, it is how the
individual thinks things probably will be.

Of course, “then” and “now” are also, for the individuablend of actual events and
circumstances, on the one hand, and his perception & évesits and circumstances, on
the other. It is important to understand, however,“thiaen” is an anticipated set of
events and circumstances combined with the individue#snigs and anxieties about
those events and circumstances. It is this antiaipataxiety that gives “when” it's
special significance in crisis situations.

In such situations it is common to find that the individsipierception of future events,
within the context of his total situation, has a signaifit influence on his present feelings,
emotions, attitudes, ideas, judgments, and so on.

Figure 2 emphasizes the point that understanding the indigdotal situation “now”
necessarily involves not only understanding his “then”dt&d includes understanding
his “when.” Effective intervention in crisis situaitis requires that we bring together our
understanding of the whole person with an understandihg @btal situation. This
understanding will probably be somewhat sketchy, but ourigoaldevelop a mental
picture of the individual and his total situation. Sugdicdure, although lacking in full
detail, will include an outline of important family, busase and friendship relationships;
important social, economic, and environmental factarg;aasensitivity for strong
emotions, feelings, beliefs, and attitudes. It reptsséor us, a real “feel” for the
individual and his total situation. When we are dealing witbes, time does not permit
the development of inclusive or exhaustive detail. aMeinstead pressed for a general
understanding of the individual and what is happening with him no
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Our understanding of the individual and his present situatibprobably begin with an
understanding of his present emotional state. Is h@ugmr calm, angry or sad, upset
or relatively peaceful? We will then try to develapre understanding of his social
environment. If we are talking with a child, we will waatknow how he is getting
along with his family, in school, with other childrenithvhis brothers and sisters. If we
are talking with a teenager, we will want to combines¢éhareas with some questions
about boy-girl relationships. If we are talking withadult, we will want to include
guestions about family, employment, and other adult giust We may want to inquire
about his physical health and see if he has any speffialifies in dealing with day-to-
day situations. We may want to be alert to any suggestisexual, moral, or spiritual
difficulty. There will be instances in which we willant to inquire about how adequately
the individual’'s needs for food, clothing, and shedtier being met. If the person has
called us on the hot line, we may want to know somethiogtalthere he is, his living
circumstances, and so on. As this understanding of hiendreguation develops, we
may want to ask what kind of events and circumstamchsipast life are especially
affecting his present situation. In addition, we wiliwto know a little about how he
thinks the future will be, what the outcome of his probieight be, how things will be
when the crisis is over. In general we want to undadshis “then,” “when,” and “now,”
his total situation, and him as an individual. It is intpot to stress that this picture of
the crisis may well be somewhat sketchy and may redssarily include the same
details in each situation. Here, it is enough to thinkuatize kinds of things that may be
important in and contribute to crisis situations.



THE INTERACTION

We have focused on the individual and on his total sitmatiext comes the interaction
between the two. He is a whole person, and his toteltgn is everything affecting or
affected by him. The affecting or being affected by ismdaneant by interaction. As
seen in Figure 1, the interaction is between the indiVigiog his total situation.
Conflict, then, from this social interaction perspectigan that interaction. The
difficulty or problem is with some conflict or tensian the interaction between the
individual and his situation. This is the first focal gamunderstanding crisis
intervention. The type of conflict considered heredgher in the individual nor in his
total situation. It is, rather, in the interacticgtween the two. As we define crisis later,
this interactional understanding of conflict is essemtialnderstanding the crisis
intervention process.

Ann, age fourteen, seems somewhat drowsy and is not sgeastly clearly. “I don't
think it will help any. My friend told me to come talk Wwiyou. That school—I'm not
going back. I'm not going to hassle it anymore. [You askawWiappened?] He did it
again. That damn Mr. Z thinks he knows everything—Haasonly one that knows
anything. Kids are nothing. He thinks he’s a real big nessling kids. [You ask: What
happened?] | don't know—the same ol’ thing. He got on kbe said | was using dope.
He said he was going to turn me in to the ‘pigs.” Hedamy mom; that’s the end of
that. [You ask: What did your mom say?] | don’'t caf@tshe says; she’ll probably tell
Dad. [You ask: What will he say?] He’ll have a fitat’ll really be something. There’s
no way I’'m going home. You can’t make me go home. [#skr Was | trying to make
you go home?] No. But I'm not going home. I'm not gpback to that place. [You
say: That place?] | can’t stand it anymore. Theti@smuch hassle. [You say: What's
the problem?] Dad’s been laid off, and he’s drunk altithe. He’ll kill me if he finds
out about this. I'm going over to Jane’s house and dvoesacid. I'm going to get so
high and so out of my mind. [You ask: Will that make thibgter?] It won't hurt
anything, that’s for sure. We do it all the time. Itisf

At first glance, it may be difficult to see that Ananflict lies within the interaction
between herself and the situation. She has diffi@adjusting satisfactorily at school, is
using drugs, and seems to have a negative attitude. It Weu&mpting to conclude that
she has deep emotional problems that need intensive agitklon psychiatric treatment.
In terms of her situation, it is clear that Mr. Ztdifficulty in dealing with Ann and has
threatened to turn her over to the police. In additienhome life is not good. Her
father is out of work and is apparently drinking excessivélyvould be tempting to say
that the real problem is with Ann’s home situation anhwhe way Mr. Z is coping with
Ann’s drug involvement. In terms of Ann’s present crisisutih, the conflict is in the
interaction between Ann and her situation. Her imt#ya with Mr. Z and at school has
deteriorated to the point where Ann has run away. relationship with her family is so
bad that she is either unwilling or perhaps afraid to rditame. She has chosen to go to
a friend’s house and to use more drugs, at this pointliger@y she is able to cope.
The school and Mr. Z are getting along fine without Aiter family is having its own
continuing difficulty regardless of her. Right nownris talking with you and is all
right. Her family and school are not dealing with hed do not have her problem. The



problem or conflict comes up only when Ann interacts \Wweh family or school. As you
look at this and other examples of crisis, it is imparta see that the immediate conflict,
the kind of conflict being discussed here, is not “initfevidual” or “in the situation.”

It is, rather, within the interaction between theiwdual and the situation.

An important point has been introduced here. Parbof gbjective in crisis intervention
will be to reduce the immediate conflict, which meang her part, that you do not want
to increase Ann’s tensions by becoming angry with heralaorg about her use of
drugs, telling her that she should show more respect td M. insisting that she return
home. The result undoubtedly would be increased conflittd relationship between
Ann and you. Anything you could do to reduce the conflict interaction with her
situation would be offset by the fact that your behawiould increase the conflict
between her and her immediate situation, that is, dertwou and her.



CONFLICT

What is conflict? We know where it is. It is locdte the interaction between the
individual and his total situation. Essentially, confictvhatever people think it is. If
the individual or someone else in his total situation thimkfeels that things are not right
or are not as they should be, there is conflict. gdiet warrants further discussion. If
the individual or someone in his total situation (husbarnig, son, daughter, doctor,
minister, teacher, friend, policeman, etc.) thinkéeeis that the effect on the individual
or on his behavior is not as it ought to be or that seimgtor someone within his total
situation is having a negative or an undesirable effebiranthen there is conflict. Less
specifically, if the individual or someone in his tot#ligtion thinks or feels that the
interaction between the individual and his total situatg“messed up” or problematic,
there is conflict. In crisis intervention, our ottiation is to the individual in crisis. We
will start with his understanding of the conflict, knogithat he is usually the best judge
of whether or not there is a conflict. If he tells latta conflict exists within his
interaction, we will accept the existence of the toinds a fact. Alternatively, if
someone else in his total situation tells us that tiseseserious conflict or crisis, we will
initially accept that report as true and follow throwgth our efforts to understand and
resolve the conflict. This initial intervention mbaad us to the conclusion that there
really is no crisis and that someone is overreactnaking a big deal over nothing.
Usually, though, family, friends, employers, neighbpice, and others are fairly
accurate when they tell us someone is really hurting iora crisis. Our task is to find
out for ourselves by evaluating the individual, his totalegion, and the interaction. If
there is a crisis, we can help the individual resalvéf no crisis exists, our interest and
intervention will help the alarmed family, friend, emmypér, neighbor, police, or others to
calm down, better understand the situation, and not vgormuch.

Occasionally, especially if we have a professionati@hship with the individual, we
will be the one who recognizes and points out the exastef the conflict. But
regardless of who recognizes the conflict and initiatesswvention, we will continue our
intervention process until the conflict is, itselfsoéved or until our judgment and
experience let us know that there really is no crisis.

Mr. E calls on the hot line. You are a young womaniaitlly feel that you have
received a crank call. The caller has difficulty iadk slurs his words, and appears to be
drunk. “What’s you name, honey? I'll bet you'd be adbfun. [You give him your
telephone name and ask him: Can we help you?] I'mhearieg a few drinks. Do you
want to come down and have a little drink with me? [¥ay: We just talk to people on
the telephone. Can we help you?] Oh, come on nithwet you'd like a little drink. |
won't get fresh; we’ll just have a little drink and talkout things. We’ll just talk and
keep each other company. That way we won't have todme all bet you don't like to
be alone either, do you? [You say: It's pretty rougimatimes when we’re alone and
don’t have anyone to talk to.] | don’t want you to gethioking that | don’t have any
friends or anything. | have lots of friends. Theg all busy, and | don’t know where
they are tonight. | usually have lots of friends and &f people to talk to, but tonight
I’'m just here by myself having a little drink. I’'m justunag a little drink. You probably
think I’'m drunk, but I'm just having a little drink. You hawgereally sexy voice—has



anyone ever told you your voice is sexy? [You say: Thank You sound kind of
lonely.] It's been lonely since she died. My wishe died a while back. [You say:
That's sad. How long have you been alone?] It's bleese weeks now. | just can’t get
used to it. I've started drinking a little too much, anthmg seems to matter much one
way or the other anymore. [The caller is noticeabbbsty. You say: Do you have any
kids or other family?] Five, but they are all grown nowhey've moved away and have
their own lives. I'm by myself and don’t know what to dgust need someone to talk
to. I'm sorry to bother you. [You say: You're not betimng me. | want to talk if you
want to talk for a while.] It's good to have someone lot® | get so lonely. | don't
know what to say. I'm sorry for getting fresh with yoljust can’t stand the loneliness.
| had to talk to someone.”

The incident with Mr. E shows that we should alwaysia®e that the individual does
have a serious problem. Had the volunteer followedritgal reaction, she would have
dismissed Mr. E as a crank caller and would have migs@d@ortant opportunity to
help. The point is that conflict is whatever the widiial or someone else says it is.
Initially, someone may have difficulty explaining thendlict to us or helping us
understand that a conflict really exists. In crisiefmméntion, we accept any report of the
conflict as true and pursue the situation until we haveig@manformation to be
absolutely convinced that an important conflict does not.eSkKillful crisis intervention
never takes a possible crisis situation lightly and ngaraps to the conclusion that the
individual is merely a crank.



CAUSES OF CONFLICT

A further point about the conflict state must now lmden We know that the conflict is
located in the interaction between the individual anddia situation, and from our own
observations and the report of the individual or somedse we have an idea about what
the conflict is. We also need to know why a confliistes between this individual and

his total situation. At a rather simplistic levelseeving detailed understanding for later
sections of this text, the “why” of the conflict isdause someone or something is
causing it. The conflict is itself within the interactibetween the individual and his total
situation. However, the cause of the conflict is dtleeeto the individual or to someone
or something in his total situation. The point herthad the cause can come from either
side of the interaction or can represent some casiidiom both sides.

The Conflict for Ann was in the interaction between déwed her family and between her
and her school. Mr. E’s conflict is somewhat morelsubin his past, or “then,” he had a
significant relationship with his wife. His wife’s déatesulted in the loss of this
extremely important relationship. Mr. E thereforedmee very lonely and developed
feelings of emptiness and disconnectedness from his itialien. The conflict, then,
has something to do with his inability to cope with the loBhis wife and the absence of
other significant relationships in his life. At leastemhe called the hot line, his conflict
had a lot to do with his being by himself and not having anyotak with. For both

Ann and Mr. E the conflict is in the interaction beéneéhem and their total situations.
The cause or causes of their conflict, however, al@mwtihem and within their total
situation. Ann’s conflict is, in part, caused by her drugamskher negative attitude. In
addition, her conflict stems from her family situatenmd from the way Mr. Z dealt with
her drug use. The cause of her conflict is clearly aahfactors both within her and
within her total situation. For Mr. E, the most obvi@asise of his conflict is the death
of his wife. That event occurred in his “then,” in past, and is clearly located in his
total situation. In addition, the problem of not havingamyto talk with is also located
in his total situation. Still, we may want to consitlex possibility that Mr. E has a
drinking problem and that his tendency to withdraw is pahi©personality. If this is
true, then part of the cause of Mr. E’s conflict corfnem within him and his way of
coping with the situation. His immediate conflictwever, seems to be primarily caused
by his wife’s death. Even though his conflict may be edus/ a mix of factors both
within him and within his situation, the conflict seem$i&ve resulted primarily from
events in his life situation.

In these and other crisis situations, we will seetti@tause of the conflict comes from
the individual, from the situation, or from some comhboraof factors within the
individual and the situation. A simple point can beadtrced here and expanded later.
As we work toward reducing conflict, our interventionlwited to lead to some change
either in the individual or in the situation. Cortflis in the interaction. Change comes
through the individual or through modification of theuaiion.



IN SUMMARY

Conflict lies at the interface between the individaiadl his total situation, is objectively
or subjectively perceived by the individual or someone indta situation, and is
causally a function of the individual and/or his situatio

Experience suggests that non-mental health professiamaigdunteers tend to perceive
the individual in crisis as sick and are thus orientea needical model, that is, have a
tendency to think in terms of diagnosis and treatmetite@problem as if it were
something totally within the individual himself. Reorigiga to the social interaction
model requires careful attention to and emphasis atifgcand dealing with the
problem or conflict as a function of the interacti@tvizeen the individual and his
situation. This reorientation also encourages moving dsan a tendency to place
blame and to identify individual pathology, and toward irtetion based on an
interactional understanding, thereby working with tinergyths and capacities within
both individuals and situations.



Chapter 3 — The Crisis State

Initially, it may be difficult to make the conceptuednsition from “conflict” to “crisis.”

If so, the difficulty probably lies in a tendency tonk about crisis and then trying to
understand the crisis state. If someone is extreapsgt, angry, or depressed, we are
first aware of the intensity of his emotional stabe.late chapters, we will talk about
crisis communication, and we will see that crisisrveation responds first to these
intense emotions. Nonetheless, our ability to hedpiridividual in crisis depends on our
sensitivity to and awareness of crisis itself. Justoadlict exists within the interaction
between the individual and his situation, crisis is algpoduct of that same interaction.
The individual is in crisis; the crisis is not in tinelividual. He is caught up in “the crisis
state.” What is the crisis state? It is nothing narkess than a limited and special
instance of the conflict state. As we will see, titenaction between the individual and
his total situation has become so conflicted that itteagorarily gotten out of hand.
Why did the conflict get out of hand? What happeneditibatvention is now required?



THE PRECIPITATING EVENT

In Figure 3, the individual has shifted from the con#itzte to the crisis state. What
happened? Either suddenly or gradually a new conflict withimtesaction developed

or an already existing conflict worsened. We will ¢tia#l causes of such a crisis state the
“precipitating event.” Whatever happened, an existing aanflorsened or a serious

new conflict developed. We will say that the precipigevent “set off’ or caused the
crisis. When we are dealing with people in crisis, tlog® of our first questions will be:
“What happened?” Our effort here is to move gradually tdwasis reduction.
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ricong 3, The crisis sfele d'.ﬂrri'ﬂ;u from the conflict dafe when the
“now potential” iy kigh and the “welf-resolution factor” is oo

When seeking precipitating events, the tendency is toftocomplex psychological or
social causes. This leads to very complicated notibnause and to considering factors,
situations, conditions, and circumstances substanteihpved in time from the crisis.

In the social interaction model, emphasis is placa precipitating event immediately
preceding the present crisis. The individual in crisia complex human being; his total
situation is similarly complex. Moreover, the corflietween the individual and his
situation may be complex. However, the precipitativgne tends to have the quality of
the “straw that broke the camel’s back.” Somethingtretly definable brought the
interaction to a crisis point.

Aaron, age twenty-two, comes in to the twenty-four-hdrap-in service at 3:30 a.m. He
tells a rather confused and disconnected story, indgcttat he could not sleep and had
to talk to someone. His wife is five months’ pregnant laal worked at a Laundromat
for two years. She is twenty-three. He has livetthi;marea for five years but has no
close relatives or friends. Until a few months agje was fine. They talked about what
they would name the baby and how things would be aftdrsahg arrived. He pays her
support, the rent on her apartment, doctor bills, and s&br.always wanted a baby, but
she also seemed to want everything else: a new catufa,nclothes, vacations, and so
on. She has left him before. Last February, shegoae but sent him a beautiful card
expressing her love and telling him how much she caredrar fihey have been



married for almost four years and have a beautiful hotbe father-in-law does not like
him and will not have anything to do with him. His motiretaw says she is sorry but
there is nothing she can do. They do everything forreighers-in-law and their families
but never seem to help him and his wife when they need h&lpy always tell her she’s
better off without him. This hurts him, but his mothedaw will talk with him
sometimes. When his wife leaves, she always spensisahber time at her parent’s
house. This time she got an apartment across thé sti@ethem. He was alone at
Christmas. Their friends would come over, and orther told him to get a divorce.
That is when the trouble started. It was going okay tha sheriff served papers on him
today. They say he has to stay away from his wifecantot see his two-year-old son
until the hearing, which is four weeks away. That wadfitial straw; he cannot even see
his own kid now.

As we can see, there is continuing conflict in therateon between Aaron and his wife.
Apparently, this conflict extended to Aaron’s relationshith his mother- and father-
in-law. His friends also seem to be interfering in kiationship with his wife. Even
though Aaron’s situation seems very problematic, uni he has been able to cope
with it. Learning that he would not be able to see his Bowever, was more than he
could take, and it precipitated the crisis seen in thp-ar@enter. In most crisis
situations, the precipitating event is not so easilgolable. Nevertheless, it will always
be present in a crisis situation. In Aaron’s crifig, precipitating event exacerbated the
continuing conflict between him and his wife. Getting plapers from the sheriff set off
the crisis. In other situations, there may not berdilmoing conflict. The precipitating
event may be something quite unexpected—a totally new setaofmstances or some
other problem arising in an otherwise smooth situatidMhether a new set of
circumstances or new factors are introduced into thatgn, or an existing conflict is
made worse by some new or unexpected event, crisisayspreceded by a relatively
definable and observable precipitating event.

In the terms of Figure 3, calling the individual's pres&ate of affairs a “crisis” is to say
at least two things about it. First, it has high “noweptial,” and second, it has a low
“self-resolution factor.” Let us separately considese two crisis characteristics.



NOW POTENTIAL

In considering the now potential in crisis, emphasigss §iven to the “potential,” which
refers to what might or could happen. What is thestvpossible outcome of the crisis?
Could the individual or someone else in his total sitmadie? Could someone get hurt?
Could there be some other similarly serious conseq@eQuuld the individual's
situation become so deteriorated or so permanently mapsiat no amount of help or
concern could return it to its pre-crisis state? pakential of the crisis lies somewhere
between no bad consequences or effects and the seljinysor death of someone in the
total situation.

The “now” in the now potential refers to the immegiac emergency quality of the
crisis. We need to know how quickly things might detereatget worse. How

quickly might the potential be actualized? Will it takeveek, a few days, a few hours,
or could the worst possible outcome occur almost imatelyi? This “how soon” is the
“now” in the now potential. As we intervene into essby trying to find out what
happened and by developing a picture of the individual, hisdibti@tion, and the
interaction between the two, we simultaneously needmsider and develop a judgment
about the now potential of the crisis. How bad couf@kt? How soon?

Let me tell you about a situation out of my own expesenlt seemed, at the time, like a
real crisis. Looking back, the obvious flaw in my judgmeas my failure to recognize
that the now potential was very nearly approaching z&he summer between my first
and second years in graduate school was spent as a piigrator at a YMCA camp.
About ten-thirty one evening, | was sitting in the diniadj vith most of the camp staff,
trying to make time with the camp cook. (I married heoaple of years later and am
still married to her; so that worked out pretty welh) any rate, it was girls’ camp that
week, and all the campers and staff were girls (eXoeine college-age boy who
helped in the kitchen and the camp director, who was t@atenight). Sure! | thought it
was great.

One of the younger counselors and two of her friends canmeng into the dining hall in
near hysteria, and about all we could get out of thera famute or two was “He’s dead.
It's a dead body.” They had tripped over what they thotagbe a dead body on the
footbridge across the river. With some embarrassnhemist admit that | became nearly
as panicked as the girls. It seemed like a real crisgsally do not want to go into the
details that led to four police cars and seven deputyfsheeing in camp. Remember
the guy who helped in the kitchen? Well, it seemstiband his girl friend....They had
not moved when the kids tripped over them because they mot supposed to be out
there in the first place. A crisis? | sure thoughatthe time, but on looking back, I can
see that even had there been a dead body on the lhdgew potential was pretty low.
Dead bodies tend to stay in place and not make maablé. Also, the likelihood of a
dead body on a bridge in a summer camp is fairly reitsxk.

However, specific note must be made of crisis situatibat should always be
interpreted as holding high now potential. For exangig,reference to suicide, whether
or not it initially seems to be a serious report of sone’s intention to kill himself; any
report of a strong impulse to abuse or physically injureild;cany report of a drug



overdose; any report of bizarre or unusually strange behaviany report of a “bad
trip” with drugs should always be seen as a serious evitissignificantly high now
potential. Alternatively, reports of continuing but maerious marital difficulty,
concerns about poor schoolwork or unsatisfying interpersolasibreships, continuing
but more serious difficulty in managing or controlling tiehavior of children, or
experience involving a somewhat increased sense of tkstand restlessness should
be seen as holding less significant now potential.

Since threats of suicide, comments about suicide, &amatisins in which suicide appears
to be a significant possibility frequently come up inisristervention practice, some
special comments about the dynamics of suicide ared&r.ofFirst, the now potential in
suicide situations is critically high. Clearly, someaould die. Later in this text, we
will discuss situations and circumstances that can prpeggle to feel like killing
themselves. Here we want to think about what is goingitimn the individual when he
is considering killing himself. Most typically, peopldavare suicidal appear to be
extremely depressed, somewhat withdrawn, and expressgteef futility and despair.
At other times, however, people may talk about suicidelight and casual way. In
some cases, references to suicide may be very indimdatot appear to be particularly
serious.

Next, having recognized the high now potential in any suiticeat, we want to keep in
mind the fact that people very rarely kill themselvethenpresence of other people. This
is true despite the sensational news coverage given toepgbplhave shot themselves
in front of their family or friends. Suicide is alniagdways a solitary act. It thus
becomes important to make sure that a potentiallydaligidividual is not alone. If he
has come to our office or drop-in center, we will eitetay with him or make
arrangements for someone else to stay with him uetitiicidal crisis has passed. If he
calls us on the hot line, we will try to learn if lIsshome alone, if there is someone who
could come over to stay with him, if there is some @lae could go where there are
people, and so on. If he has called us on the telepgrahé we can get no assurance
that he will go to a friend, we should make every etiorfind out where he is. Once we
know where he is, we will waste no time in gettinghreone to him.

A situation with a real and immediate possibility oicgle is one of the very few in
which we would call in the police. If the only way ta gemeone to the individual is to
have the police knock on his door, then we will have thiegdo that. If we have
overreacted, however, the individual will probably neagain place any faith and
confidence in us. He will probably be very angry and mely say very negative and
destructive things about us to his friends. The only wayadadhis is to run the risk of
under reacting. To under react is to run the risk of haaidgad client.

What has happened to the person who becomes suicidad?lyChe has turned his anger
in on himself. This fact comes as a surprise to many oewers to crisis intervention.
Ask yourself, “What is the most angry, aggressive adh@dmidual can carry out?” He
can kill someone. There is probably no act more agpre of extreme anger than
murder. Most people would not be able to kill unless tre/temporarily lost their
senses or had gone into a violent rage. This kind of ingamger is something most
people would find difficult to express directly. Supposeuth, that they were angry
with themselves for something they had done or somethinghbeght they had done.



Suppose this led to their feeling unable to cope with theisiiuation, face their family

or friends, or otherwise deal with things. Since themoi way to work things out or to
make things better, the anger turns in on the individuathéextreme, that anger causes
the individual to kill himself. Sometimes this intensger may be focused on an
individual, a member of the family, a friend, an asdeciar on the world in general.
Because the individual in crisis feels unable to takenmsuanger directly on someone or
cope with his situation, he may take it out on hims@hatever the reason or
circumstances, suicide is always an expression odémetinternalized anger.

In the crisis intervention process, the goal in slatsituations is to enable and
encourage the individual to express his anger, talk abouthasanade him mad,
verbalize his frustrations, and generally “get it ouerehhe can deal with it.” Working
with people in suicidal crises is difficult, but you Wik able to help them. Your efforts
should be to get them to externalize their angeryteilwhat frustrates them, talk about
things that have made them angry, deal with their regamanthink through the
situations and relationships with which they feel unableope. If they can verbalize
their anger, focus their bad feelings on specific peaptesituations, and make plans
about coping with their life circumstances, they ae#l an their way to getting through
the potentially critical crisis.



SELF-RESOLUTION FACTOR

Once we have determined the now potential of the crissvant to judge whether or not
our intervention is necessary. We may think thatridézidual can handle the situation
himself. But if our faith in his ability to deal with thin¢ggcks enthusiasm, we may
decide that someone else in his total situation halsnbwledge, skill, and capacity to
deal adequately with it. In other situations, we maychkate that the crisis has already
passed its most serious stage and that the situatiohapeaple in it will be able to
work things out satisfactorily without our help. In arfttiese cases, our judgment tells
us the crisis will be satisfactorily resolved without sntervention. In short, we judge
the self-resolution factor of the crisis to be high.

If, instead, we think that the situation will worsentloait the crisis will not be resolved
unless someone does something, we would conclude thatfthessdution factor is low.
It is in such situations that our intervention is regdi

In the cases discussed thus far, the self-resoludictorf has been fairly low. The people
in crisis seem to be temporarily unable to cope witir teelings or life situations. From
the information we have about these cases, there a&gpabe no one in the individual's
situation who could deal adequately with the crisis or whs in a position to help the
individual deal with it. They had contacted us during tbeges because their confusion,
depression, loneliness, or anger interfered with theltyatw handle their present
situation. Sometimes, though, we will learn througitdssions with individuals in crisis
that there are other people in their situations whohedmthem. For example, we may
find that the individual has a good and continuing relatignghith his minister. We may
want to encourage such a person to call the ministévefiprwith this particular crisis. In
other situations, we may find that a child has broughtiauseproblem to us but has not
discussed it with his parents. We may learn that Batgood relationship with his
mother and father and that they are interested in hdruaually have no difficulty in
communicating with him. We are just the first persdomappened along. We might
suggest to the child that he talk about it with his parentkat we give them a call and
ask them to help him with his problem. In this kind afatton, the child is frequently
quite willing to discuss the problem with his parents andéalsconfidence in his
parents’ ability to handle the situation. At other tnen individual may contact us
about a situation with which the family doctor is faanili It may be that he has been
working with his doctor on the problem. If he has configeincthe doctor, we should
assume that the doctor has the skills and knowledgessegeto help the individual
through this crisis. In all of these situations, wagiethat there is someone else already
in the situation with sufficient knowledge and skitbsdeal with the crisis. When this
happens, we should calmly and politely refrain from beconmwglved, encouraging the
individual to rely on those people for help.

At other times, we may conclude that the individuallyezdn deal adequately with the
crisis himself. His doubts in his own ability to hantlle problem may be considerably
exaggerated. This situation frequently occurs with srhdtlien. They come to us quite
upset and convinced that no one likes them, that other ehitty not want to play with
them, and that they are really unacceptable peopleyrfipathize with them, to become
alarmed about their situation, to act as if theirigngere legitimate is to reinforce the



negative feelings and poor self-images. As we look at thisis, we may conclude that
they will be served in the long run if we do not becamelved but ‘force” them to
handle the situation themselves. Our judgment is tfegt¢an handle this problem if we
do not interfere or support their feelings that they cahaadle it. We have concluded
that the self-resolution factor in the child’s crimshigh and that he can handle it himself.
In situations like this, both we and the child will betbetff if we stay out of it. Most
crisis situations that come to our attention will ptaigehave relatively low self-
resolution factors and may well require our intervanti®ut we must be alert to
recognize the occasional situation in which the selbltgion factor is actually fairly
high. Either the individual can handle it himself loerte is someone else already in the
situation who can deal with things quite nicely.



GUIDELINES FOR INTERVENTION

Do we have a right to intervene? If the situatiaadlygs a crisis (has high now potential
and low self-resolution factor), we not only have atrighintervene but we also have a
responsibility to intervene. This responsibility is bagsadur mutual responsibility and

a very human interest in one another. A value é&ork underlying human services and
crisis intervention specifically directs us to do wisateasonable and necessary for the
well-being and welfare of people receiving our help. Thal@with the Good
Samaritan is clear.

Will the individual in crisis get angry with us, accuseofisneddling, tell us to leave him
alone? Perhaps. Will our efforts be appreciated? p&dple see that we are making a
sincere effort to help them? Perhaps not. The questiars is, “When the ‘now
potential’ is high and the self-resolution factor is lalw,we, at a feeling/valuing level,
have any real choice other than to do what we caerlp®h Of course, if someone might
die or if something else terrible might happen, we wiltd help. If the individual or
someone close to him has asked, we will help. At atimers, our intervention will be
required by virtue of our job or position. Will you take&hance? There are personal,
emotional, and interpersonal risks, and our willingriesgake such risks is an important
part of what we bring to crisis intervention. Profeasai counselors and psychotherapists
know about the balancing act between over involvementaddr-involvement. As a
volunteer, student, or other newcomer to crisis irtetion, you will need to develop a
feel for and an understanding of the risks for yourddtit to take the risk, though, many
times means pulling back from the opportunity to help. Wiesatthe situation or
circumstance, when a real crisis exists we will mé@e, knowing that it is usually better
to do too much than too little.

Our intervention should be directed by three specifitsiwterations. First, is our
intervention reasonable? Based on our knowledge andsiadeing of crisis
intervention and people in crisis, does the presamtsin really have a high “now
potential” and a low self-resolution factor? A differ&md of crisis may illustrate the
point.

A camp director is sitting in the dining hall one eveningowing the peace and quiet of
a solitary cup of coffee. A counselor comes running théohall. He is quite out of
breath. “Do you know what | just saw? You'll neveriéet it! Do you know what
those kids are doing? [The director says: No, whatlay doing?] There is a bunch of
those high school kids fooling around down by the pathéswimming pool. What are
we going to do about it? This is terrible! Come doheré with me so we can get this
straightened out. What are you going to do about itz fliitector says: | don’'t know.
What do you think | should do about it?] You should go ddvend right now and break
that up and have a good talk with them about that sohirad.{The director says: If
that’s all they're doing, they will probably break it upa little while, anyway. It's
almost time for taps. Let’s see if they don'’t just gokb® their cabins themselves.]”

The director seemed to understand that crisis inteoreshould be resorted to only
when intervention is reasonable. The now potentith®@&ituation was apparently fairly
low, and since it was almost time for taps, the cugsild probably resolve itself fairly



quickly. People will often try to get us involved inusitions that are not really crisis.
At other times, they may be extremely upset and trpaaipulate us into doing things
that the situation does not actually call for. Somes, the individual may be so upset
that we overreact to a relatively minor crisis. Westrbe careful to assess the now
potential and the self-resolution factor carefully iderrto decide whether or not
intervention is reasonable. In addition, our decisiaukhinclude a judgment about
how serious the situation really is. What level antdnsity of intervention would be
reasonable given the present situation?

Second, we should consider the appropriateness of ouwrdntem. We have determined
that intervention is reasonable and have made a judgabent the level and intensity of
intervention required. There may be a lot of thingsoauld do about the problem. We
must carefully think about each of our options and choagethose that, given the
particular individual and circumstances, are appropriatéhe earlier case of Ann, Mr. Z
chose to report Ann to the police when he discoveratstie was using drugs. He had
several other intervention alternatives. He coulcelatmly discussed the problem with
Ann, he could have referred her to the guidance counselaguid have chosen to
ignore the problem, he could have disciplined her withirsth®ol, he could have called
her parents and involved them in the problem, and sorothat situation, Mr. Z had to
choose the most appropriate intervention option. herosituations, we may consider
obviously inappropriate intervention approaches. For elgmg may decide to let a
runaway teenager stay with us for a few days withoutymagi his parents, the police, or
other authorities. Even though intervention is neargsand the teenager needs
someplace to stay, our failure to notify his parentsoone other authority is probably
inappropriate.

Third, our consideration of the reasonableness and appeo@ss of our intervention
must include the ethics of intervention. Obviously,>aaéor other intimate
involvement with the individual in a time of extremeesss and crisis would be unethical.
Similarly, it would usually be unethical to take it upon oluse to inform other people
about the individual's problems, circumstances, feeliagd,so on. Unless there are
unusual extenuating circumstances, ethical considergir@ctude violating the
individual's confidence. We have invited the individualbare his or her feelings and
very personal thoughts with us. Implied in this invitati® our agreement to keep those
thoughts and feelings confidential.

If you are a member of a professional group, your profeakethics will apply in all
crisis intervention situations. If you are a voluntie@olved in crisis intervention, the
organization for which you work will have specific podisiand standards regarding
ethical conduct. If, however, you have carefully cdesed the crisis, have determined
it's now potential to be high and its self-resolutioatéa to be low, believe that
intervention is reasonable, feel that your method tefuention is appropriate, and
restrict intervention to ethical activities in thelividual's best interest, you can and
should intervene. Not only do you have the right but yea bhve a responsibility to
intervene.



IN SUMMARY

To say that an individual is in a crisis state, wetrfiust be aware of a conflict between
the individual and his total situation. Next, we must juttgeconflict to hold high now
potential. Finally, we must judge the conflict to havewa $elf-resolution factor. If
these conditions are met, we have a crisis requiringntenvention. To conceptualize, a
crisis state exists when a conflict holds immediateng@tiefor significant deterioration

in the person or in the situation, combined with a lo@bpbility of either the person or
other individuals in the interaction being able to restieeconflict.



Chapter 4 - The Assessment Set

Crises are not always what they seem to be. Fample, Michelle is in what might be
considered a suicidal crisis, that is, she might kilsakirf something is not done. To the
casual observer, it may seem that the “possible sui@gdéé crisis. Of course,
Michelle’s killing herself is the “potential” of theisrs. But it is not the crisis itself. The
crisis exists in the temporary and serious interagiroblem between Michelle and her
situation.

Wanda'’s anger is almost rage like. “That bastard—uogband—can’t think that he can
treat me that way and that I'll just sit around and do ngthiHe'll find out that I'm not
just that quiet little mouse he thinks he married. I'mngdo do it this time. | won't
stand for it. He can't do that and get away with it.”

What did Wanda’s husband do? What is she going toFalofh her initial angry
comments, we are unable to answer either question. tiNdess, considering how angry
she is, we get a sense that her actions may not workeouwell. Within those actions
lies the now potential of the crisis. Whatever her hogdlshd seems to have precipitated
the crisis. We can see, then, that Wanda is bettineeprecipitating event and acting out
the now potential. For her, though, the crisis is nd¥er present interaction (with you)
is the first focal point. Your assessment of hesisnvill expand to include both the
precipitating event and the now potential. You will lodkassible causes and possible
cumulative effects. Gradually, you can develop a piab@iteer crisis in a careful and
caring way. Nonetheless, starting where Wanda isamahexpanding your
understanding from there allows you to assess her effsistively, gives emphasis to
your “now” relationship with her, avoids the possibilitiioversimplifying the crisis, on
the one hand, or seeing it as more complex thaaliyns, on the other. You can help
Wanda both understand and deal with her crisis aslly isa



CRISIS FOCUS

Thus far, we have located the conflict within the intBoacbetween the individual and
his total situation. We have determined that it has la igv potential and a low self-
resolution factor, justifying our intervention. We hagked, “What happened,” and are
developing an understanding of the precipitating event. p@ture of the crisis is taking
on form and content. We are ready to consider thesament set. From this point on,
crisis intervention is unlike more traditional formiscounseling and therapy.
Traditionally, we want to know as much as possible attmiperson; his total situation;
his “now,” “then,” and “when”; and as many other rethfactors, situations, conditions,
circumstances, and events that possibly concern diedoal and his situation now.
Our “picture” needs to be as complete and as detailpdsssble. To achieve this level
of understanding requires long-term interaction betwkerapist and “patient” as well as
a high level of skill and training on the part of theeltdypist.”

In crisis intervention, our focus is considerably moaerow, centering sharply and
clearly on the crisis itself. This point can hardyoveremphasized, and as a test of
crisis focus, we should always consider these questions.

1. Specifically, what is likely to get worse?

2. How bad might it get?

3. Ifthings get worse, what is the potential effect and bow?
4

. Why do we think the individual or someone else in thascwdl not be able to deal
with it?

If we can adequately and clearly answer these four questiee may conclude that we
have clear crisis focus. Crucial to effective intati@n, then, is maintaining that clear
focus throughout the crisis intervention process. istang and maintaining this crisis
focus enables us to avoid going off on tangents or becomwadved with unrelated
problems and concerns. Generally, our effectivenesssis situations is thereby
increased.

Bryan, age seventeen, comes to you with a problems biee of your son’s friends and
has worked for you in your store from time to time. ©than that, you don’t know him
very well and have never really talked with him. Adddks, he is noticeably uneasy and
repeatedly asks for assurance that you are trustworththahyou will not tell anyone
what he has to say. You reassure him that you willeloamyone unless is seems that
someone is going to really get hurt or something terribgghtriappen. “Do you promise
not to tell? [You say: Why don't you start into it kinfilstow, and if you begin to get
into anything that | would have to do something about, klyteu know so you can
decide whether or not you want to tell me more.] WaKhy. I'm really worried and
don’'t know what to do about it.” Bryan then goes otelbyou a rather involved story.
His fifteen-year-old sister got pregnant and “had to getieth” She, her sixteen-year-
old husband, and their three-month-old baby lived witraBrgnd his mother. Bryan
says that the husband has quit school, does not halean spends most of his time
hanging out at the gas station. Bryan saw him “thizevbiaby” on the floor one night
when it would not stop crying. His sister has been dighkwo or three bottles of wine



every day, and Bryan thinks she is probably an alcoh@&e and her husband get into a
lot of fights, and Bryan thinks that the bruises ondrens are where her husband hit her.
His mother usually takes care of the baby, but she ay@hBr sister got into a big fight
last night. It started when his mother started naggimgister about not straightening up
the house and ended with the sister saying that she wastgdake the baby and leave
today. Bryan tried to get his mother to stop her bag tld to mind his own business.
The sister took the baby, and Bryan does not know whegeare. He is worried about
the baby and is afraid that something really bad might happen.

Bryan’s situation is loaded with conflict, and maintainingis focus may be difficult.
What is the crisis? Who is in crisis? From Brygposnt of view, it is clear that the baby
is the person in crisis. He sees the now potemtisdrims of the baby’s getting hurt. The
low self-resolution factor is related to the baby’shifity to resolve the problem. In this
complex situation, it would be tempting to focus on Brgaelationship with his mother,
his sister’s relationship with her husband and her appalesholism, her husband’s
poor adjustment and apparent abuse of his child, his moffegisrelationship with his
sister, or the fact that his sister has taken offautrany apparent means of support.
Establishing and maintaining clear crisis focus on the 'batyiation will enable you to
help Bryan think about his options for dealing with his problétarhaps you might want
to get him to think about where his sister might havertake baby. He might talk with
his sister’s husband to see if the husband had any idedsapB he could receive help at
the local child welfare office. In any event, faildoeestablish and maintain focus on the
baby’s crisis could lead to missing the point of the prolaatirely. In this and other
crisis situation, establishing and maintaining clear foswessential to effective crisis
reduction.



CRISIS DEFINITION

Clear crisis focus leads to a clear definition of theix If we can confidently answer
the four focus questions, then we can define the ciis.know what the crisis is, what
is wrong, how bad it may get, who is affected, and whyir@ervention is required. As
we will see, knowing these things gives us a firm founddabr the development of our
intervention strategy.

Mrs. F calls the hot line. She is crying and seems adiaedesperate. She had called
the hot line a few minutes earlier but had hung up rathepdi. You tell her that you
are glad she called back; you had been worried aboutheas telling you about my
son. He is still not going to school. Just doesait @any attention to me. | have told him
and told him that he is going to get into trouble. Justtwhsten. Kids these days think
they know it all and won'’t pay attention to anyone. riey be involved in drugs. |

know he’s running around with a no-good bunch. They alreadg been into it with the
police. [You ask: What happened?] Two or three of therie a car and went for a joy
ride. The police finally stopped them, but no charge®\iikesd. He keeps doing it and
getting off. | hope it catches up with him one of thesesdd finally talked to an
attorney about it and decided to have him brought to juvenilg.céy family thinks

I’'m terrible. They think I'm wrong. They think | don't\e him. ‘How could | do that

to him if | really love him?' They just don’'t know. h&y don’t have to live with him.

He just comes and goes as he pleases. He’s neverumd@ss | have company. Then
he’s always around acting smart and showing off. Haydwnesses things up for me. |
don't know. Maybe if | had stayed with his dad, he could Hearelled him. | sure can't.
[You ask: Are you and his father divorced?] About teawrganow. | can’'t be mother and
father both. | tried, but the bills and the house amtyking are just too much. | have
been dating a very nice man, and I'm afraid he’ll gaimeg around because of the way
my son acts. | think | have a right to some happirntess and my son just keeps messing
things up for me.

“He’s been stealing from me, too. | confronted him alitcteiday, and he went into a
rage. He shook his fist at me, and | thought he wdly ggging to hit me. Sometimes |
really get worried about him and what he might do. He padpsy when he was little,
and I'm afraid he really might hurt someone one oféldgsys. | hope they lock him up
or something—no, that’s terrible. | shouldn’t say thiashouldn’t even think it. | just
can't stand him sometimes; he keeps messing up my litest know my friend won't be
back anymore. I really can’'t blame him. He’s a nice m&m money and everything.
He could do a lot better than me. I'd kill myself if exen’t such a coward. [You say: |
hope you don’t do that. Do you think about that a lo&7pt more than | used to. It just
seems like nothing ever works out for me. [You sayweHgou talked with you boyfriend
about the problems with your son?] I'm afraid to. Hfmaid of what he might say. He
might just say, ‘Forget it.” | couldn’t stand that. i say: | guess that would just be the
final straw.] | don’t know. | love my son, but | jusbn’t know how to help him. | don't
think anyone can help him.”

As you talk with Mrs. F, a picture of her and her sitwagiradually develops. She has
been divorced for several years and has developedtiamslap with a man about whom
she cares a great deal. She is having a lot of diffieutty her teenage son and



apparently has had trouble with him for quite some time kA\bw that he had epilepsy
when he was younger and that he is getting into a kwbaoble. This is a source of great
stress to Mrs. F and puts her in a bind between hetyfami what she thinks she ought
to do about her son’s difficulties. In addition, lwew that she is feeling overburdened
by her various responsibilities, including paying the bills keeping her household in
order.

If we think about the difficulties she has had with $&n and the fact that she has carried
this responsibility for him over several years, it wowddra that Mrs. F is a fairly strong
woman who is feeling overwhelmed and trapped between $igomsibilities for her son
and her own personal need for happiness. She is angstrated, and confused about
her present situation and does not feel that things amg gowork out very well. She is
clearly in a crisis. The now potential is that shghthhdo something destructive. The
self-resolution factor is fairly low because she seeway out of the bind between her
son, her family, and her own desire to find happiness atthoyfriend. We know a
little about her past, understand about her present,faall for the way she expects her
future to be. The precipitating event was her son’sggmito a rage and threatening to
hit her. That was the final insult. Our focus on thsi€ combines with our definition of
that crisis as we gradually start to help her think glesmnd plan ahead.



POTENTIAL CUMULATIVE EFFECTS

Once we have a clear crisis focus and a satisfad&figition of the crisis, our
assessment turns to the individual and his situatiomeRder, we are not seeking full
understanding in the psychiatric sense. In crisis int¢ive, we concentrate on looking
for immediate and potentially long-range cumulative @ffe The notion here is that
crises tend to spread out or diffuse. It is rather likevtbll-known “snowball” effect.

As a generalization, “crisis tends to be contagious.any crisis, anticipated diffusion is
included as a special part of the crisis definition. @mnghis very exaggerated
example. Suppose Dick’s crisis involves a severe nhdigeuption. The precipitating
event was a serious argument in which he learned @fifas marital infidelity. We

find him very hurt, frustrated, angry, and feeling thatahly solution is for him to pack
his bags and leave. Let’s think about what the “snowlkedii#ct (the potential
cumulative effects) of his leaving might be. If Dickv¥es his wife, his boss might fire
him. If he loses his job, his wife may not have enonghme to care for the children.
As a result of her frustration and discouragementnsie neglect them. If she finds
herself unable to care for the children, she may I&aem with her mother, whom Dick
and the children detest. If the children are forced tpwsith their grandmother, the
oldest one (age sixteen) may run away. If she rung,aka may get hurt or in trouble
with the police. If the police get involved, Dick’sdnds and business associates may
find out about it. If they find out about it, his sogmsition and interpersonal
relationships may be jeopardized. If that happens, lygbeeome even more angry, hurt,
frustrated, and at a loss as to what to do.

This example is, of course, quite exaggerated. Nevest)ele need to see that people
in crisis tend to act in impulsive and sometimes selfrdeive ways. One of the main
reasons for this is that they tend to be functioning dssrational, reasoning people and
more as feeling, emotional, impulsive individuals. Mo#ig situations result because
feeling and emotion have supplanted reasoning and planning. ifTisudifficult for
people in crisis to think ahead, anticipate the consesenf their behavior and actions,
or develop plans leading to a satisfactory solutionHfeir problems. This is, in large
measure, what we mean when we judge a crisis to hawe self-resolution factor. As
we intervene into crises, then, along with asking, &\mappened?” we want to ask the
individual, “What ideas do you have for dealing with the poi?” and “What do you
think will happen if you follow through with those ideasl? that way, we can help him
consider possible implications of his ideas and impwseésbegin to help him think
about alternative solutions and alternative ways of nigalith the crisis.

Considering such possible cumulative effects, focusindhp@mature and implications of
crisis behavior, and influencing alternative behavior andmphg, gives us further insight
into the nature of crisis intervention. We are hegig to deal with the most common
guestion asked by newcomers to crisis intervention metbggonamely, “What do |
say?” We also can see that in crisis interventierare developing a relationship in
which our primary role is to understand what is happening ktg@esstions, and to serve
as a sounding board for the feelings and ideas of thempeargrisis.

As we think about potential cumulative effects, weragdly thinking beyond the now
potential, which is, of course, the worst possible outcofrthe crisis. In addition to the



worst possible outcome, a crisis may have other outc@me implications. People in
crisis are generally not in an emotional positiondable to think through these possible
outcomes and implications. They have difficulty yulihderstanding and thinking about
the cumulative effects of their situation. Neverdss| they feel compelled or impelled to
do something about the problem. The tendency is to do somettiy drastic. In some
crisis situations, the individual may consider the polsilaf killing himself. In one
situation already discussed, a teenager (Ann) had decdgto a friend’s house and
get turned on with drugs. In another situation, a mothes.(® had decided to take her
son to juvenile court. It is important to see that peoptisis are extremely
uncomfortable and feel a strong need to reduce this dischraf pain. In psychological
terms, most people tend to have a low tolerance fortisied ambiguity or confusion.
They have a need to reduce the ambiguity or confusiothheoone hand, or if it is not
possible to reduce it, they have a strong need to avad the other hand. Emotionally,
they are pressed either toward doing something about thiepror, in some way,
running away from it. This fact of human nature is whabaats for the cumulative
effects discussed earlier. The individual is upsetpraotdably agitated. His efforts to do
something about the problem result in making things wdssailarly, if he chooses to
avoid or run away from the problem, that too can make thiregse, but at least he feels
that he is doing something. Very rarely do people insdsnsider the possibility of
doing nothing.

Do nothing? That seems too easy. In most crisisr@ion situations, doing nothing is,
in fact, extremely difficult. Yet, in crisis integntion, the wisest course may be to
encourage the individual to tolerate the discomfortpine, the confusion, and the
ambiguity. The suggestion is therefore, when in doubhalhing. As we talk with
those in crisis about their possible courses of acti@should ask them, “What would
happen if you simply did nothing?” This question surpriseplge It has not occurred
to them that one of their options is to do nothingeyfban wait to see what happens. As
you think with them about possible cumulative effectsualpossible undesirable
outcomes, it is important to help them think through thelications of following their
impulses or first inclinations. As you do this, you and/ttmay come to the conclusion
that, in the present crisis, their best course abags to “wait and see.”



CAUSES OF CRISIS

Following from our considerations of crisis focus, isr@efinition, and cumulative
effects, let us now focus our attention on causes aadteff Figure 4 indicates that our
guestion is, “What could cause a crisis like this ong®5 important to see that the
guestion is not “What did cause?” but rather, “What could€@u For example, what
could cause someone to want to kill himself? What coalge someone to become
extremely upset or hysterical? What could cause adgeeta want to run away from
home? What could cause someone to want to quit his joh& &duld cause someone to
abuse or misuse drugs or alcohol?
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The focus on “could cause” is, on one hand, a relatsietple notion but, on the other
hand one that goes against our usual way of thinking aboblkepns. Typically, we look
at a problem and want to know in detail, the situatiomsymstances and events leading
to the specific problem. In crisis intervention, hoagwe need to have in mind a set of
likely causes of a variety of crisis situations. Whenare dealing with a person in crisis,
we need to know the most likely causes of a crisis ssitheaone we now see. For
example, the three most likely causes for crises innglthreats of suicide are: severe
marital or family difficulty or disruption, having donersething or having experienced a
situation that causes extreme feelings of guilt or messness, or some external event
that threatens an individual’'s social and/or economail:-being. For each type of crisis
situation with which we deal, there are one or mdweyicauses. As we look at the
individual and his crisis, we want to consider the kindhioigs that probably have
caused his crisis.

Understanding the possible causes for crisis reinfohsesdcial interaction characteristic
of this crisis intervention model. The model argues ¢haes always involve disruption

or conflict within the interaction between the individaald his total situation. Possible
causes of crises, then, always relate to factotgt®ins, conditions, and so on, that cause
conflict or disruption in the interaction. As we knawises are caused, or “set off,” by
precipitating events. Our own life experience, our agpee with people in conflict, our
supplementary reading, and our understanding of precipitawmgts help us understand



the kinds of things likely to cause a variety of cr@tsations. If a teenager runs away
from home, he has probably experienced a “blow up” witlpaients; has had a
significant problem at school or with one or more affniends; or has been tempted by
the opportunity to be on his own or with his girl friendboyfriend. If a child appears to
be extremely fearful and apprehensive on his first dagledol, the likelihood is that he
is afraid to move out from the protection and shelter dexvby his mother. As you
encounter various crisis situations, it becomes inanghsless difficult to speculate
about the possible problems and factors in an individu@ksaction that were sufficient
to cause the crisis.

We see the crisis and have a good understanding of themsigjatircumstances, and
events that could cause this kind of problem. Our neptist® look carefully at the
individual and his total situation in order to discover wtaised his particular crisis.
Knowing that gives us two special advantages. Firsknog “what a cause looks like.”
This point may seem trivial, but it is important to lideao recognize a cause when we
see it or are told about it. People in crisis are fretiyenable to tell us what happened
or to explain what caused the crisis situation. Tikey to attribute causality to
situations or circumstances that are either too faowed from the crisis to have caused
it or else are only incidentally related to it. Faample, a young man becomes
extremely tense and depressed. We ask him, “What happerd&ays, “I don’t know.

| have never been a very happy person and have beemuseaivoe | was a child. It must
have something to do with my background.” Our understandingsi$ and our
orientation to precipitating events tell us that, @ltph what he says is probably true, this
does not explain why he suddenly became tense and depressegthiBg must have
happened to precipitate the present crisis. This undenstpledids us to ask additional
guestions and helps us keep him focused on the present sitaradiovhat happened to
make things worse today. We would probably ask if anythingwed happened at work,
at school, with his family or friends, and so on. Witlr understanding of possible
causes, we can help him discover circumstances that hage caused his present crisis.
This helps him focus on the real problem instead of on pgsgiblevant or tangential
events or circumstances.

A clear notion of the most likely possible causesrisisalso enables us to help people
think in a relevant way about what happened when thefgaliag confused, somewhat
disoriented, or are having difficulty organizing their thintkand feelings. Moreover, the
individual will develop feelings of security and trust besmwe understand what causes
people to find themselves in crisis and are able to unddritam things got that way.

Let us emphasize a point that may be easily overlookatte the crisis developed now
or at least in the immediate past, the cause oast &major portion of the cause also
occurred in the immediate past. As we work with peaplisis, we will remember the
significance of the precipitating event, and we wilhtioue our search for it until we
have found it. In crisis intervention, our commitrhenthe individual is in part an
implicit agreement to continue our involvement with hintitthe crisis is resolved and
until both of us understand what happened.



UNSEEN EFFECTS

The final phase of the assessment comes after wedeaedoped an understanding of the
cause or causes of the individual’s crisis. Our undedstgrof possible causes includes
“possible effects.” An example may serve to clatifg point. Suppose your married
daughter calls you one afternoon, and she is quite upsetyang. ckFrom some of the
things she says, you get that fear in the pit of yaamath that comes with recognition
that someone may be suicidal. At a minimum, slwemused and hysterical. We have
some ideas about what might have caused these intensersrand feelings. In
addition, we know that people who become that upseteaye‘caught up” in their own
feelings and emotions. Frequently, one effect of thense self-concern is to forget or
to be unable to deal with other responsibilities, for exanpe care of young children.
As you respond to your daughter and her crisis, discusbmut &er children may not
develop spontaneously. Our knowledge about this kind o$ctimugh, should prompt
us to inquire about the children. Where are they? Wiaking care of them? We know
that one possible effect of the mother’s crisis mayér unintentional neglect of her
children. It is our responsibility to be aware of thisgible effect of her crisis and to
check out the situation.

As you think about the possible causes of a variety sicsituations, you begin to
develop notions of possible effects or undesirable situatloat frequently accompany
such crises. Considering and thinking about this dimensionsig intervention will
stimulate your imagination and enable you to foreseelgessonsequences by drawing
on your own experience and common sense.

Brenda, age nine, is in the middle of a very complicatesis. Do you remember the
little poem about the girl with the curl in the midaieher forehead? When she was
good, she was very, very good, and when she was bad, sthemids Well, this
describes Brenda, except that she was terrible mosedinhe. She would not behave on
the school bus, was always getting into fights witkeotthildren, would not do her
schoolwork, almost never obeyed her teacher, and wasibiattly the biggest problem
in her elementary school. She either could not orevoat stand still, sit still, or be still.
For the third time that week, her teacher bolted intgaitincipal’s office, saying, “It's
Brenda again! She came back inside at recess and tagksewvgle pencil in the room
and did something with them. | don’t know where theyy Ve can’t have school
without pencils. I've had it! Either she goes or I"gdhe teacher had said that before,
the principal believed that she really might do it tinget The pencil incident was the
final straw. The principal had a real crisis on his Isan@io placate the teacher, and with
no better ideas occurring to him, he expelled Brenda umtpdents could give some
assurance that her behavior would improve. The unsésoisebf his action were
numerous. The teacher was still thinking about Brendanwhe returned home that
evening. By that time, she had begun to see some hartiee pencil episode, and she
wondered if expelling Brenda might not have been excesdinagh. She knew that
Brenda had specific learning disorders and had a lot ofulif§i controlling her emotions
and behavior. She was preoccupied about it that eveningeaadhb fairly nervous and
irritable. Her husband’s efforts to reassure and carnhfer just ended up in a big fight.
Things got so bad that even her own teenage children gdva@dvin the argument. The



teacher and her family finally got things worked out thahegngand came to the
conclusion that the principal had overreacted and prolablgot know what he was
doing, anyway. The teacher came back to school thedagxtonvinced that the
principal was incompetent and blaming him for the impulsrag with which the
problem had been dealt.

The superintendent of the school district learned atteuépisode and called the
principal in for a conference. As it turned out, the gpal’'s action was probably
appropriate, but he should have advised the superintengfene baking such drastic
action. The principal said, “l just forgot. It was thed time that week that this
situation had come to my attention, and | just took aatithout thinking things through
very clearly.”

Now what happened to Brenda? When her parents learnéadeen expelled, they
were even more convinced that the school did not understeir daughter and did not
really care about what happened to her. They had heelvéd in many conferences at
school and were receiving help from the local mental hedittic. What do those people
expect from us? We are doing everything we can possiblpdahey want us to beat
her? How do they expect us to solve the problem wheprtifessionals at the mental
health center don’t know how to solve it? The padatd this discussion at the supper
table, and Brenda’s brothers and sisters thought the mgmsdde was very funny. They
could just see Brenda’s teacher storming into the pritisip#ice and telling him about
the incident. Brenda? She had a good supper, got a vicaaiisfaction out of seeing
her parents so angry with the school, enjoyed thetattemom her brothers and sisters
and their amusement with her prank, took a nice hot badhyant to sleep, dreaming
about whatever nine-year-old girls dream about.

The principal’s effort to deal with the crisis had mamgeen effects. Interestingly,
however, his action had little, if any, effect on Btan What was the cause of the crisis?
Of course the cause was Brenda’s behavior at recéssprincipal’s intervention was
directed at the cause of the crisis. His hope wdshtbeaction would lead to a change in
Brenda’s behavior, but he probably only served to reinfoecaindesirable behavior
pattern. As we intervene in crises, thinking aboututhgeen effects of the crisis and of
our intervention will increase our effectiveness, and ggeshmore importantly, careful
attention on unseen effects will decrease the liketiitbat our intervention will make
things worse. In crisis intervention, sometimes wié velp, sometimes we will not help,
but we want to do everything we can to be sure that wetimake matters worse.



IN SUMMARY

To summarize the assessment set, we are clearly thouste individual’s crisis. We
have it clearly defined. We have assessed the indivadahhis total situation
sufficiently to develop a “picture” of what is happening.e Wave developed a causal
explanation of the crisis that includes the precipitaevent, and we have explored the
cumulative and the unseen effects. Basically, wdaagsed on the crisis and have a
good idea about what is going on, what happened, and whht happen. In addition,
we have been sufficiently involved with the individualenable him to develop a similar
understanding of what is happening, what happened, and wheaglystt happen. Now
we are ready to develop our intervention hypothesis—ourlpes®lution.



Chapter 5 - The Intervention Set

At this point, we have combined an understanding of tisesgiate with an insight into
people in crisis. We have learned how to assessig, @nsluding ideas about its
possible causes and effects. We know how to involve theidiial in the process of
understanding what is happening, what happened, and whetlystb happen. We are
now ready to help the individual move toward crisis neésmh because we have an idea
about the possible causes and consequences of his spesigic A superficially simple
point is that crisis resolution necessarily involveélesi changing those factors,
situations, or circumstances causing the crisis, or yiodithe possible effects or
outcomes of the crisis.



CRISIS REDUCTION

Recall our earlier example in which Dick learned ofwiife’s marital infidelity. Were
we not to intervene, the outcome might be that Dakd pack his bags and leave. As
we look at that crisis, we see that the precipitpiment (Dick’s learning of his wife’s
infidelity) is not amenable to influence or change.erehis nothing that can be done to
change that situation. However, our interventionlead to an alternative and less
destructive outcome. For example, through discussidruaderstanding, Dick may
realize that “leaving home immediately” may be a @ssirable option than staying at
home until he and his wife work out other arrangemeitss does not mean that he
necessarily will or should reconcile with his wifé.ohly means that he stays at home
until a better and less destructive plan can be workedThis enables Dick to avoid the
possible “snowball” effect of leaving now.

As a further example, suppose the crisis involves a teendgpehas left home and is
“tripped out” on drugs. As we think about his predicament Wi, we learn that his
leaving home was precipitated by a serious argument witbalhénts over curfew hours.
We became sufficiently involved with the teenager andtgss so that we both
understand that the curfew precipitated the crisis, andawve explored the possible
consequences of being away from home and “tripping out” egsdrIntervention might
be directed toward these undesirable consequenceleaisedf the crisis. We may use
the crisis communication skills (discussed in a lagstion of this text) to “talk him
down” from his bad trip. At the same time, we mightenage the teenager to consider
the option of returning home and accepting the curfewaatice same time, with his
permission, talking with his parents about the possihilitpounseling or guidance for
the family. In crisis intervention, our goal is to diy or change the effects or outcomes
of the crisis, modify or change situations or condi$i precipitating the crisis, or achieve
some “change mix” in both causes and outcomes.

How much change is required? It is important to remeithia¢rour intervention needs to
promote only enough change in either causes or consequent=sdase the now
potential and/or to increase the self-resolution fac@enerally, our intervention does
not resolve or eliminate the conflict between theviddial and his total situation. More
probably, it will lead only to reducing the crisis staielte conflict state. A crisis is an
emergency. Crisis intervention removes the emergdimgnsion of the situation. In
this sense, crisis intervention is a first aid or syonptic relief procedure.

Understanding that the goal of crisis interventiorhesmodification of the precipitating
event and/or the reduction or elimination of undesirabtesequences or outcomes is
difficult for most newcomers to crisis interventitngrasp. Our natural tendency is to
feel a responsibility to resolve or remove the con#ixisting between the individual and
his total situation. In the case of the teenagergé&tpout” on drugs, for example, we are
motivated to help him work out what is probably a longwdiiag and very involved
conflict between him and his parents. Our understandingsig atervention and our
orientation to the social interaction model, howegénuld curb this tendency to be
excessively enthusiastic and optimistic about how muelean or should accomplish. If,
during our involvement in crisis situations, we make arneeatfort to establish and
maintain crisis focus, we will maintain a more rsidi view of our purposes and abilities.



We need to remember that our goal is to resolve this cather than to eliminate or
substantially modify the on-going conflict.



INTERVENTION HYPOTHESIS

As we work with people in crisis, we develop an ideaws what might reduce the
critical effects of the crisis. Based on our undeitamof what is happening, what
happened, and what is likely to happen, we work with the iddalito develop an
intervention hypothesis, or plan for modifying the cawsesutcome of the crisis. Our
crisis focus, then, combines with our focus on our ietion hypothesis. What will
probably help, of course, depends upon our intervention hgpistand upon the
precipitating event and possible unseen effects of thafeperisis. Each time we
intervene in a crisis, we develop an individualizedrigation hypothesis with the
person in crisis. The specifics of that hypothesisaar|dividualized as the person and
the crisis itself. Frequently, however, just getting itidividual to settle down, slow
down, and plan ahead is sufficient to resolve thesdoig helping the individual to a point
where he can handle and work on the conflict himdalfact, if we do get him to settle
down, slow down, and plan ahead, we have essentidlliceel the now potential. If he is
then in a position to deal with the conflict himsdiie tself-resolution factor is
substantially higher. We defined a crisis as a conflittt & high now potential and a low
self-resolution factor. If, following our hypothesis, Wwave reduced the now potential
and increased the self-resolution factor, we have @fédgtresolved the crisis. Our
intervention hypothesis is, of course, our idea about witehelp. What we can do to
help in any particular situation depends, in large measuareur experience and
ingenuity. Not to be underestimated, however, is the®ffness of developing and
following our intervention hypothesis. This, combined vathr self-confidence, will
come through to the individual and give him confidence also.

Mrs. G is talking with you about her difficulties. ‘“treat the end of my rope—just can’t
cope with it anymore. I've been back from the alcamlcenter over three months now,
and things are just about as bad as they were befdte | taought if | got off the juice
maybe that would straighten things out. Everyone’sgdablamed me and my drinking
for all the trouble, but I've been off three months nawd things aren’t any better. I'm
just at my wit’s end—can’t follow through with anything’slthe old alcoholic story—
can’'t handle it and want to drown in a bottle. It jgsés around in circles. We [referring
to herself and her husband] fight. I'm worn out. tkie bills. I'm unnerved. The shakes
are getting to me. I'm too close to my friends to tddkwt it. They just say, ‘Chin up.
Life’s tough all over.” Nobody understands how hardatlyeis. [You say: I'm glad
you’re able to talk to me about it. It sounds like igalty getting to you. Are you and
your husband fighting now?] No, he’s a trucker and toowa trip. He won't be back
for a couple of days. We were fighting when he laft, le really loves me. | don't
know why, but things will be okay when he gets home fohéew [You ask: Do you

have anyone else to talk to about things?] My parents tnglp. They're getting old

and can't stand the nervousness and strain. | dontttwdurden them with my

troubles. | used to talk to his mother, but she died a whit&. | sure miss her. [You
say: | bet you do. It's hard when we lose someoneowdd really talk with. What do
you do to keep yourself occupied?] Time means nothing anymgust go day to day
and see what happens. [You ask: Do you have any hobli#isenithings like that to
keep you busy?] My husband used to work on cars, and | leepgdards for him. | like
figures and enjoyed doing that. [You ask: Why did he stopgdibiat?] He just goes



from one thing to another. He’s had nine jobs since wedem married. My first
husband was a real reliable man. My husband now jest fgom one thing to another.
We went for counseling three or four years ago, andielakefor a while, but now it's

just back to the same old thing. He got mad and quitdheseling like he does
everything else. [You ask: Do you have any children?] Thide youngest has a heart
murmur. | found out about it just a few weeks ago. Thjagsgo from bad to worse.
Sometimes | feel like giving up. I'm just on a yo-yo, up @own. [You say: It sounds
like you have a lot to deal with. I’'m not sure | wouldadi@e to handle all of it if | were
you.] Oh, it's not really that bad. A lot of peoplkeve it worse.”

As you talk with Mrs. G, your picture of her crisis takessome detail and content. At
first, it may not seem that she really has a cri§ike is in a continuingly difficult
situation but seems to be able to cope with it. Sbhehsppy, feeling rather down and
does not seem very optimistic. Nevertheless, shealndewith her situation. Where is
the crisis? We know that she is an alcoholic antighea has received treatment at the
alcoholism center. She has been off alcohol foretlmonths. The now potential is, then,
that she may revert to drinking as a way of coping Wwiéhanxiety and depression. At
this point, she is feeling somewhat cut off from her diarid seems to feel that no one
really understands her or cares. For Mrs. G, amnvatgion hypothesis, and idea about
what might help, would involve some thought about herrigslthat she is “on a yo-yo”
and does not have anyone with whom to talk. Perhaps sgeakh her in an interested
and supportive way will help her get through this temporasysc In fact, at the end of
the discussion, she expresses somewhat more optithistights and feels that “it’'s not
really that bad.” This is a sign she is beginning to elia her ability to cope with her
situation.

Most crisis intervention services have a few cliemt® use the service from time to time
for social and emotional support. It is tempting to bez@mnoyed with them because
we feel that they are taking advantage of the servicgh Mfs. G, however, it is clear
that occasionally being able to use the crisis servigeemable her to cope with her life
situation without falling back on alcohol. Talking wgbmeone who is interested and
who cares is helpful to Mrs. G. An intervention hypoth@s/olving Mrs. G, then, is
fairly uncomplicated. If you talk with her when shdagling upset and at her wit's end,
she will be more able to cope with her world. In eversi€ situation, we need to
develop an intervention hypothesis. At times, the hygsis may be fairly involved and
call for a lot of innovative action on our part. Vergduently, however, our intervention
hypothesis is fairly simple and limited. Just giving indidals an opportunity to talk,
think things through, and to have their feelings understoddespected is sufficient to
reduce their crisis.



INTERVENTION

Our actual intervention is, surprisingly enough, thetleamplicated part of the
intervention process, but it requires the most skKilhce we develop our intervention
hypothesis, our actual intervention only involves followithgough with that hypothesis.

Some further comments related to intervention hyposhess be helpful.
Fundamentally, our intervention hypothesis in any gsis can focus in only a few
areas. As we discussed, we can focus on the indivashabhttempt to get him to calm
down, slow down, and plan ahead. As varied as crisiat&ins are, this focus on the
individual is by far the most common need in crisisriveation. Later we will discuss
crisis communication as a way of responding to this kinddividual need. In addition
to individual focus, our intervention hypothesis couldtesta environmental
modification or an attempt to change something or somevothe individual’s total
situation. In some crises, we may want to focus ervention hypothesis on the
interaction between the individual and his total situatiét other times, we may want to
direct our intervention hypothesis specifically towagducing the now potential of the
crisis. If a man tells you that he is going to kill hefisone of your first questions
should relate to “how” he proposes to accomplish thidhe tells you that he is going to
shoot himself with a gun that is lying on the table betwbertwo of you, the now
potential will be substantially reduced if you take the guat least make it inoperative.
If a mother tells you she is afraid that she is goingjtore one of her children severely,
it would be wise to get someone else to watch the chilfirea while. What can you do
or what can you get the individual to do, either to Iothhe now potential or to increase
the self-resolution factor? Your answer to that questicany specific situation is your
intervention hypothesis.

Throughout our discussion of crisis intervention, \mgehconsidered numerous examples
of crisis situations and of people in crisis. Generatitervention has been in terms of
talking, thinking, responding to feeling, and helping theuiatlial evaluate alternative
plans of action. Intervention has been primarilyeebal, feeling process. There are,
however, many crisis situations in which we shoulddrgither get the individual to do
something specific or do it ourselves. The example abeutnan who is going to shoot
himself can serve to stimulate our thinking. If soneet®lls us that he is thinking about
killing himself, we should always try to find out how heposes to do that. If we are
talking with someone on the hot line and he tells ashk is going to overdose with a
bottle of tranquilizers he has in his bathroom, wittalk with him to try to get him to
externalize and focus his anger. At some point in onvasation, we will hopefully get
him to agree not to kill himself. If it is at all pos&ipive should get him to flush the
tranquilizers down the toilet. If possible, we want haray the telephone receiver
down, go flush the medication, and come back to tlephelne to tell us that he has done
it. Someone who is considering suicide in a seriouswgaally has a good idea about
how he will do it. If the person no longer has thelbaif tranquilizers, he will at least
have to think up a new way of killing himself if he agaicdimes acutely depressed after
talking with us on the telephone.

If a young mother tells us that her child has accidgnsaliallowed some household
cleaning fluid, we tell her to rush the child to a hospitaéegency room. It is also



important that we tell her to take the bottle or comtawmith her. If an elderly person
calls us and tells us that she is afraid that sommsotnging to break into her house, the
likelihood is that she has become lonely and someupst. If she really thought
someone were breaking in, she would probably have cakepdlice instead of the hot
line. Nevertheless, if we think that someone may iddeetrying to break in after we
have talked with her for a few minutes, it would be a gded to have her hang up, call
the police, and then call us back. If a teenager galts inquire, for a friend, about the
signs and symptoms of venereal disease, we want to givieihiamd complete
information. In addition, we will want to make subat he knows that venereal disease
is potentially progressive; it can get much worse overiaghef time. We want to be
sure he understands that “his friend” should go immegiabethe VD clinic or to his
family doctor for an examination. If a young womarisak for abortion information,
we should be sure that she knows she should firstrb&rcehe is pregnant. It is
surprising how many young women and teenage girls decidethgyregnant and make
plans for an abortion without having a pregnancy tesie @mur good friends may
come to us quite upset, telling us about something he has heartdhas wife. He has
decided to file for a divorce on the strength of the ume should encourage him to
confront his wife directly with the information befodeing anything drastic.

If we talk with an individual who seems to have overddsenself with drugs and
convince him to go to a hospital emergency room, we sheusite to call the
emergency room and explain the situation before the thaivigets there. If we refer
someone to a welfare department, a mental healtie,cirphysician, or other service, we
should always call someone there and discuss the situstdithat the agency has the
benefit of our understanding and thinking. If a young childecaro our office and told
us that he was lost and asked us to call his parents fom@would do it without
hesitation. It is surprising, though, to hear of situatiahere children and teenagers
have come to counselors, drop-in centers, emergencyegraicd so on, indicating that
they are in some kind of desperate situation and askswgrieone would call their
parents and talk with them about the problem, only t@lde tWe do not do that sort of
thing. You will have to contact your parents yourseHdw do we, as crisis intervention
workers, decide when it is okay for us to do something ygiBc? If it is something
consistent with good ethical practice, we will do wkiateneeds to be done to help the
individual through this crisis. The goal of crisis intamtion is crisis reduction. The
value framework underlying crisis intervention directsaudd whatever is reasonable
and necessary to help the individual in crisis.



EVALUATION

As we evaluate the effectiveness of our interventimnshould ask ourselves, “Are the
critical symptoms going away? Are things getting bettdf&8ur answer is Yes, then we
need only follow our hypothesis; our understanding of whiaapgpening, what
happened, and what might happen; and our understanding of thiduadiand his total
situation. If our intervention is not working, thenheit our definition of the crisis or our
intervention hypothesis is wrong. We need to develogredlbetter definition of the
crisis or consider alternative intervention hypothesEse result of this rethinking should
be the development of a new or modified intervention Hygss. That new hypothesis
is then reevaluated in terms of its effectiveness.

Mr. H contacts us with what seems to be a fairly cetecproblem. He and his wife live
on Social Security, and their check is a few days late.is very worried about how they
are going to pay their bills and is concerned because titleyotvhave any money to buy
food. You ask him if he has called the Social Secuwffiige to ask about his check.
Your initial hypothesis is that Mr. H needs some spesifiggestions. He says that he
has called the Social Security office and in the nesatih asks if you will take him to
keep an appointment at his doctor’s the next afternd@u tell him that you will not be
able to take him; you suggest that he call someone in hislchitaybe they will give
him a ride. Your hypothesis suggests that you should tnghfohim think of a way to
get to his doctor’s office to keep the appointment. btst& responding to your
suggestion, he tells you that his wife is sick and mag bago to the hospital. At that
point, you reevaluate your initial hypothesis, which shat Mr. H wanted information
and suggestions, and try a new hypothesis that Mr. H watdtk with someone about
his wife. As you continue talking with Mr. H, developiagd testing out various
intervention hypotheses, you finally come to the caioluthat Mr. H is lonely and
simply wants someone to talk with. You say to him, “Yseem rather lonely and sound
as if it is good to have someone to talk with.” He redgdn this in a positive way,
confirming your new intervention hypothesis.

Cathy, age fourteen, comes into your office and seems very interested in you, your
family, the kinds of things you do, your education, andrso6our initial hypothesis is
that Cathy is interested in becoming a crisis intervantiorker and wants to know more
about it. As you begin to talk about crisis interventipsu notice that Cathy is focusing
most of her questioning around teenagers. You begin pesuthat Cathy is having
some kind of problem herself and is interested in talkiogut “what is normal.” You
follow this new intervention hypothesis for a while, &athy relaxes a little and
becomes very chatty. She tells you about a friend veisdbeen shoplifting. She goes on
to ask what you might do if the friend were to come tiowath you. You develop a new
intervention hypothesis while wondering if Cathy is talkamput a friend or if she is
really talking about herself. As the discussion goes/on learn that Cathy really does
have a friend who has been shoplifting and who wartikavith you. The friend has
talked Cathy into bringing up the subject with you to see \inal of reaction the friend
would get were she to come to talk with you. Your intetiee hypothesis finally
focuses on Cathy'’s real concern: Would you be willingatk with her friend without
turning her in to the authorities? You assure Cathyiatare very willing to talk with



her friend and that you will not turn her in. Cathwlesand comes back in about fifteen
minutes with her friend.

As we can see from these two cases, it is importainid to develop an initial
intervention hypothesis. We need to have some idedaf may help. As mentioned
earlier, help is only to avoid premature adoption of aitiai hypothesis. In these two
cases we become helpful only after evaluating our iatgien hypothesis and
developing a new one as the discussion progresses.

People who come to us always want something. The padisremphasis. People who
contact crisis intervention services always have saason, goal, purpose, or need.
Even if they are cranks and are contacting us “juskifiks,” they do have some purpose.
They think they will get some kind of thrill from callings or coming to our drop-in
center. It is worth a moment’s thought to consideindividual who would contact a
crisis service “just for kicks.” Most of the time, Isefairly lonely, has some kind of
social or emotional problem, or has been put up to ftibgds. In any event, talking to
us does make him feel better. If we keep this in mindai be a little easier to deal

with the next “crank” situation we come in contacthwiln the vast majority of
situations, however, people who contact crisis serviegs a good and serious reason
for doing so. We must start at the very outset of ootam with them by trying to
understand their reasons for contacting us. We developtahunderstanding of why
they contacted us and some initial ideas about how witrnep. As our contact with
them continues, our understanding of their reasonsollatacting us and our ideas about
what we can do will usually shift and may sometimesgbaguite drastically. Our
picture of the crisis and our intervention hypothesistmersain quite flexible and open
to change and modification. We must be alert to thevithgial's thoughts, messages, and
feelings. This alertness will enable us to develop andiateahn intervention strategy
responsive to the individual's special needs.



IN SUMMARY

Crisis intervention as a mental health process earohceptually summarized in terms
of crisis focus, crisis definition, development ofirvention hypothesis, evaluation of
intervention effectiveness, reconsideration ofdhgis definition and the intervention
hypothesis, formulation of new or modified interventloypotheses, further evaluation,
crisis reduction. As we can see, the crisis intdiwarprocess is reducible to a formula
or a series of steps. Following that formula in alatuaes with real people, however,
requires careful thinking, study, and practice.

Once you have a good feel for and understanding of the crisrvention process and
are oriented to the social interaction model presentes] fileu are ready to consider the
specialized communication skills essential to effeatigis intervention.



Part Il Crisis Communication

Chapter 6 The Communication Loop

The crisis intervention process proceeds on multglels. For those with little
understanding of crisis and crisis intervention, the @ge@ppears to be relatively easy
and sounds a lot like common sense. It has beentkaigyh, that common sense
represents the accumulated wisdom of the ages, andilsikitérvention is not nearly so
easy and casual as it might appear. When someone asidsnyhat their daddy does,
they usually reply that “he just talks to people.” Thenldiahas more fancy names for
it: counseling, psychotherapy, play therapy, and eversantervention. Nonetheless,
the kids are right. In crisis intervention, moswdfat we do is “just talking to people.”
At least, that is what it looks like to an observAs we shall see, though, our talking to
people is but one level of what is really going on mphocess. We are helping the
individual develop and maintain crisis focus. We are cgrtoran understanding of the
precipitating event while developing judgment about the nowrpiail and the self-
resolution factor. We are developing a crisis definitmd formulating intervention
hypotheses. Throughout the process, we are evaluatingterwention and are being
alert to potential cumulative effects and other unsffacts. We are actively involved
with the individual in the process. Activities at thasél tend to have a thinking/doing
quality. At another level, we are carefully and cgiyrlistening to the individual’s
communication to us. We hear him, we are trying to unaledstand we want him to
know we care. The understanding that comes through listenihgwever, not passive.
We are actively involved with the individual, affectingdabeing affected by him, and
intentionally and intently working toward his being aldedeal with his difficulties. As
we talk about crisis communication, then, we will #es our talk is really not just talk.
It is a special kind of communication that requires $mity], self-awareness,
compassion, and concern for the individual and honegatimy with his crisis
involvement.



MESSAGES AND RESPONSES

Figure 5 finds the individual in another crisis, but thmsetihe has the good fortune to be
in the communication loop with you. You are skillectasis communication and are
focusing your intervention hypothesis on the need to helnthvidual slow down, and
plan ahead.

In crisis communication, there is a communication loowhich messages, ideas,
feelings, and so on, are sent out by the individualigisgipicked up by you, and returned
to the individual in a slightly modified and clarified for Understanding this
communication loop and the techniques involved in modifyirycarifying these
messages, ideas, and feelings represents an importardlaadle skill when working
with people in crisis.

First, we need to consider the interactive nature@ofraunication and of helping
relationships. At an abstract level, a person ingsinternally experiencing various
and sometimes conflicting feelings, emotions, impulseggjrand so on. Within the
individual, then, is a confusing and possibly disturbing mithofgs that contributes to
his feelings of uneasiness and crisis.

Second, we want to help him feel better and becomer ladtieeto deal with his situation.
Within us are a variety of skills and ideas, includinghawledge of the crisis
intervention process. Somehow, the individual needstomunicate what is going on
within him. At the same time, and this must be emphdsize need to make our
knowledge and skills available to him.

Somehow, the individual in crisis needs to translatddelings, emotions, ideas, and so
on into messages and convey those messages to us. IWie twiin, need to decode the
messages, interpret them in light of our knowledge aitid,sknd respond to the



individual. He will then take in our response and sengnasher message. This
interaction process of messages and responses may heorenbnverbal. Nonverbal
communication is probably familiar to all of us. We gatl give messages by touching,
by the way we look or act, through gestures and posture pamal sWhether the
messages and responses are verbal or nonverbal, hotheveuypose of the
communication loop in crisis intervention is crisesluction.

Betty is your neighbor and has stopped over for a cupftdecoAs you listen to her,
think how difficult it is for her to translate her fewgs, ideas, and emotions into
meaningful messages. You want to help her focus omimeediate crisis situation,
develop a picture of her crisis, and begin to think abossipée solutions to her
problems. This process starts by helping her to talk withiy a meaningful way. As
we see, this is not so easy as one might thinkst fir

Betty sits on the edge of her chair, seems unconfifiestand keeps fidgeting, putting her
arms first on the arms of the chair and then in &gy Iboking at you and then looking
around the room, and then tentatively reaches towardidettes lying on the kitchen
table. Your best intention to talk to her without amgrruptions gets off to a bad start.
Your phone rings just as you start to talk, and sheswaitvously as you talk with the
store manager about your new television set that has meorked right. As you hang up
the telephone, you say to her, “That’s just been ogédadache. For that much money
you should at least get something that works.” “At lé&stven’t been having any
problems like that lately,” Betty replies with appardiginterest. “What kind of
problems have you been having?” you ask.

“I don’t know how to explain it to you. You'll probably thinks silly. [You say: Our
family and our problems are really serious to us andewer silly.] That’s for sure. It's
really serious to me. Maybe most people wouldn’t thilsksitich a big thing, but it's a
big thing to me. [Betty seems to be deep in thought andh@illsigarette in her fingers.
She looks at you, then back at the cigarette, then badudt It's my husband. | don’'t
think | love him anymore. At least | guess | don’'t lovehil must not. [You ask: Have
you and he been having trouble?] | didn’t think so, but | gwessiwust be. He says I'm
boring to him and stays away all the time. If | lovewh leinough, he’d want to stay home
more. Home must not be a very nice place for him.diather be out with his friends
than with me and the kids. [Her eyes began to tatfea &nd she sniffles.] | don't
know what’s wrong. We have a nice house, and | trgke tare of it. You can’t spend
all of your time being pretty and paying all of your attemtio him with kids and dirty
dishes and scrubbing floors. My little girl's teacheddéiad to come in for a
conference. [You can see that there is real ditfical the relationship between Betty
and her husband. She feels that he wants her to beérsognghe cannot be. She is
beginning to feel more relaxed, and her thoughts are aplyamn@nting from here to
there. She lets you know that she is also concelmmat fer daughter and the
conference with the teacher. You ask: Did the teagiveryou any idea about why she
wanted to talk with you?} “No. But the way things haeeb going, I'm sure it’s not
good.”

When people come to us, they always have a purposaswmréor talking with us about
their situation. It is worth a moment’s thought tasider how you would feel taking
your personal problems to someone else. Itis likelyyatwould feel somewhat



uncomfortable, perhaps a little embarrassed, and certaislyre about how your
personal feelings and ideas would be dealt with. Bettyiniaally uncomfortable and
wanted to be sure that she was going to be taken serangsihat there would be
enough time to really think about her situation. Shemneagous and a little confused at
first about how she should go about explaining her paaasnt. Your knowledge of
people and their situations led you to the hunch thatmstyebe having difficulty with her
family. Had she said No in response to your question dmuamily, you would have
moved on to inquire about other possible problem areasBéitvy, it was enough to
focus her attention on her family. She was abledk pp on that and begin to talk about
some of her difficulties.

Notice that she shifted rather abruptly from the discusabout her husband to the
teacher’s request for a conference. In the initial @ledsnost crisis contacts, people will
tend to jump from topic to topic in this abrupt fashiort.ti#e beginning of the process, it
is important to “go with the shift.” Your questions anantoents should relate to the
different problems brought up by the individual. For ndws important to help him
begin to talk about his problems and to help him feel caathte expressing his very
personal feelings and ideas. You are someone who willhe talk, and someone with
whom he feels comfortable talking. Later, there walltime to keep the focus on one
topic or problem at a time.



MODIFICATION AND CLARIFICATION

For individuals in crisis, crisis communication mustdgo modification and clarification
of their feelings, emotions, and ideas, thereby enablieg tio better deal with their
present situation. For example, if a teenage boyrbeswery angry with someone who
made a pass at his girl friend and is fighting the imgtdsget revenge, crisis
communication should modify and defuse his anger whildneasame time, helping to
clarify the implications of “seeking revenge.” If awtg child has had a very traumatic
experience and is withdrawing and turning his feelings in osdiirrcrisis
communication should help him modify his feelings soméwand enable him to “talk
them out.”

In any crisis situation in which our intervention hypotbetirects us to focus on the
individual, our goal is to help him modify, clarify, andpe with his feelings and
thoughts. Our skill in and knowledge about dealing withirfge and thoughts need to be
made available to the individual for his use in understgnaind coping with his own
thoughts and feelings. Before we became involved, haleasg with his feelings and
thoughts through his own internal communication proc#sds, then, our goal to become
a part of that internal communication process by lgthim “use us” to supplement and
support his own communication skills and capacities.

Mr. | is a skilled laborer at a local manufacturingrgany. You ask him, ‘What’s
happening?” He says, “I'm really in a mess,” and he goe® explain a rather
complicated situation to you. As with most people isisr he does not present the
details in a logical sequence but brings up another protddone finishing the first. He
has been laid off from his job and will not start gegthis unemployment checks for two
or three weeks. He is behind in his bills, and his dauglateisurgery a few days ago.
His wife is fairly depressed and has been nagging himéaks: She has gotten to a
point where she will not go out of the house even tthdagrocery shopping. He built a
new set of bookshelves for her in the family room, simel has done nothing but
complain about them since he finished. He has a rabedaas been working on for
several years. It is just about finished, but his paruiénot put up the three hundred
dollars of his share to finish the work. He is unionvstel, and with all the layoffs,
everyone expects him to do something about it. He wamsit as union steward, but
his wife accuses him of having no ambition and of not wgrtth get ahead. He was in
an automobile accident a few months ago, and the other asisuing him, saying that
he injured his back. The accident was not Mr. I's faat, his attorney will not defend
him in court until Mr. | can come up with enough money tp the fee. His wife thinks
she’s pregnant, and that is his fault too, according to Hesrdoctor tells him that he
should go into the hospital for a few days to have stasts run to see what is causing
his headaches and chest pains. On top of all thauife's parents are “on him” about
not providing better for his kids and not helping his wileren Things are really a mess.

From Mr. I's point of view, nothing is working out; thertar he tries, the worse things
get. How can you make your thinking and planning skills alsé&lto him? First, it may
help if Mr. | can think about his problems in categori&s. do so may begin to get the
confusion into some manageable order. He has numeraueial difficulties, including
his bills, the attorney’s fee, and the money for higcac. Perhaps it will be helpful if he



concentrates on his bills and the attorney’s fee, igpthe racecar problem for the time
being. He has several problems involving pressures froemn pdople, including his

wife, his in-laws, and his union steward job. Perhapsoldd drop the union steward job
for the time being, accepting some increased criticisspa@ssure from his wife. He
has some physical problems, including headaches and chest pagse symptoms are
potentially quite serious, and even if they turn out ta Ibesult of his being so upset, it is
important for him to follow his doctor’s advice. His witedepressed and withdrawn.
Maybe she would accept a suggestion that she go to thevleosl health center for
some counseling. It might be helpful if Mr. and Mrsvdnt to the center together.

Next, we can help him think about those problems thagdremely important and need
immediate attention and those that can wait for dewhirhen we can help him think
about those difficulties that he can do something abwaitlzose that he cannot. For
example, he works very hard to provide for his family hisdn-laws’ criticism is not
really justified. Perhaps they are just critical pleo In any event, there is little if
anything he can do about that. As we begin to help him thinkt dt® situation, his
numerous problems will begin to take on some order.h&tpoint, he can begin to work
on those things he is able to do something about, recogtiosg things that are not
open to change and worrying about them less. An old pcayees to mind. It asks for
guidance to change the things we can change, insightéptate things we cannot
change, and the good sense to know the difference. Wsalfowith Mr. I, you gradually
modify and clarify his messages in a way that enablagdiplan and think ahead, that
is, you make your thinking and planning skills available to. him



FILTERING FEELINGS

The communication loop also operates at a somewhatetliff level, involving our
becoming a part of the individual’'s own communication pesc We serve as a rational,
objective, feeling, caring sounding board for his feelingsideas and as an emotional
filter through which his feelings and ideas can pass. Hdpgethis filtering will make

his feelings and emotions more manageable and less disraptvesult in a lower
likelihood of eruption and possibly destructive outcomes.

In Chapters 7 and 9, this process of working with therfgeland emotions of people in
crisis will receive detailed attention. The notiorfitbéring feelings, though, is basic to
dealing with crisis situations. Think about the fact thtgtkes at least two people to have
an argument. Someone is extremely upset and angryeaith He is accusing you of
being irresponsible and of making a mess of things. Youralgemptation is to
become defensive, try to explain your behavior, attemptdson with him, and as a last
resort to attack him, accusing him of being insensitive aneligonable—and, anyway,
the difficulty is probably his fault. Suppose that thelpdem was that you were eating
popcorn in the living room and had made a mess. Your ugt®ders the mess and
accuses you of being irresponsible, setting a bad examgleefahildren, making more
work for her, and really not caring about her feeliagd how hard she works.
Obviously, she has had a bad day, and your making a mesksenasal straw. Instead
of becoming defensive and trying to justify your behavior, s@y “I'm really sorry
about making a mess. | am sorry that | have made yangy with me. | can tell
you're really mad about this, and | don’'t blame you.”u¥eould never say that? Why
not? When people attack us, we are “supposed to” defenelvass Anyway, she is
making a big deal over nothing. What do you think her reactauldibe if, instead of
getting angry or defending yourself, you simply “absorbameyer” and tell her that you
are sorry? She will probably be at least less angny she was initially. You have
managed to keep the conversation focused on the problem—gberpon the living
room. As the two of you think about the problem, she wilbably calm down, and both
of you, for example, could clean up the mess. You hava&led a serious argument, and
had that argument followed the pattern of most blowupshgwe avoided getting into
other problems. Arguments tend to start over somethingrraimd then move from topic
to topic. It is common for people to report that theg b&huge argument,” but they are
not able to remember what it started over. In tise cd the popcorn, you have filtered
the intense feeling out of the conversation. This ehjbu to focus on the real
problem: the fact that your wife was upset about havirdgtd with “one more mess.”

Just as you were able to filter the anger out of tmw@ation, you can filter the feelings
of people in crisis. To do this, you start by acknowladdhe feeling. You let the
person know you understand why he or she is upset, angaig, afonfused, depressed,
sad, and so on. In many ways, this requires a somewhatural emotional response on
your part. We usually reflect the feelings of other peoffisomeone is angry, we
become angry; if he is afraid, we become apprehensikie,if sad, we become sad. In
crisis intervention, we avoid reflecting the feeliidshe individual in crisis, that is, we
do not feel like he feels. Instead, we attempt to absofitier their feelings. This lets



them get past the intense emotion and lets them thithkusiabout the problem and
about possible solutions.



NOT JUST CONVERSATION

Perhaps it will be helpful to think about crisis commundagain terms of its differences
from and its similarities to more typical conversasiamwhich communication is
sequential. You make a comment or observation, expriesdiag, or send some other
type of message to me. | receive your message and adddeasend feelings of my
own. | then send you a message related to what you waiachude my own ideas and
feelings. You receive my message and add some ideas éngdex your own. The
process goes back and forth with our individual ideadeglthgs being added. Over a
period of time, then, we may have talked about mangmdifit things, expressed a lot of
different views and ideas, and ended up with something #tbhd apparent relationship
to what we started talking about. We have moved, sea@lignfrom one thing to
another, and our communication drifts. In crisis camization, however, focus starts
and remains with the individual and his crisis.

As we think about the communication loop, an example Imadyy to illustrate differences
between ordinary conversation, on the one hand, asid cammunication, on the other.
Recall Dick’s predicament with his supposedly unfaithfifew First, consider how a
conversation might go between Dick and a friend.

DICK: I just found out that my wife has been slegpwith a man she works with.
FRIEND: How long has that been going on?

DICK: | don’t know. What do you think | should do?

FRIEND: | wouldn’t put up with it. Did you tell her whgou thought about it?

DICK: | sure did! |told her what I thought, and | féike packing my bags and leaving.

FRIEND: You can stay at my house a few days. Youtd@ve to put up with that kind
of stuff going on in your own house.

As we can see, Dick’s friend not only added his own opingmsattitudes but, in fact,
encouraged the snowball effect of Dick’s crisis. Asmentioned in Part I, crisis
intervention should reduce the now potential and increéreesself-resolution factor.
Dick’s friend tended to move the crisis in a directibat increased the now potential. In
addition, the friend’s behavior tended to lower the sedilution factor. Instead of
increasing Dick’s ability to deal with the crisis, tmehd tended to take over the
situation himself, telling Dick what to do and giving himeditions. The friend’s effort

to improve the situation through conversation probably niaidgs worse.

Next, consider the following crisis communication involvidigk. In this, you make
your knowledge, skills, and feelings available to him in § that reduces the now
potential of the crisis and increases the self-resaid#otor.

DICK: I just found out that my wife has been slegpwith a man she works with.
YOU: Wow! How are you dealing with that?
DICK: 1told her off, and | feel like packing my bags asd\ing.



YOU: 1think | might feel pretty hurt, angry, and confuskthat happened to me.
Where do you think you might go?

DICK: | haven't thought about it. | just think I'll lea.
YOU: Wonder if running will help things any? It might jusake matters worse.

DICK: I don’'t know; | can'’t just stay here and aikel nothing happened. What do you
think | should do?

YOU: | don’t know, Dick. | wantto help. Maybe it Whelp to talk about it some more
and to try to think things through. Had you and your wife beemgavouble?

As we look at this example of crisis communicatior,aan see that you have somewhat
reduced the now potential by getting Dick to think about whgbing on and by

involving him in the crisis communication process. Youvaneking toward increasing
the self-resolution factor by getting him to look at thiaation, question his actions, and
think about what might have led up to the crisis. Atd&ene time, you are beginning to
develop a “picture” of the crisis and are inviting him tibyeu more about his situation.
You are following the crisis intervention process, resjog to Dick’s feelings, and
showing some honest empathy with him and his predicamémni.are not having a
conversation with him. You are involving him in crisenemunication.

People communicate with each other for many reasdfesmay communicate to get or
give information. To get information, we read books, newsps letters, pamphlets,
catalogs; watch television, listen to the radio; askpfgequestions; go to meetings; and
so on. We are constantly in the process of gettifggnmation. Sometimes we do it
intentionally because we want the information. Somesiwe do it out of habit, or for
lack of anything else to do. We also spend a lot of timiag information to other
people. We answer their questions, write lettersthelh things they may or may not
want to know, point things out to them, and so on. i@e#nd giving information
occupies much of our communication time. At other tinmesscommunicate for
entertainment. We go to movies, talk to friends, read goo#d) start conversations
while waiting in line, telephone our family, and so @ometimes we communicate just
because it is expected. “Hello, how are you?” ... “I'mefihow are you?” This kind of
social communication is familiar to all of us. At etltimes, communication involves
giving advice, expressing opinions, just talking because thireg®a quiet; and if we are
deep in thought or doing something tedious, we may evetotaldrselves.

Crisis communication is a special and limited type @hcwnication. It is solely for the
benefit of the individual in crisis. We like to be helip enjoy working with people, and
feel good if our efforts are appreciated. Neverthelmssspurpose is to help people in
crisis, and their purpose is to be helped. Why will immee helpful for them to talk to
us than to talk with a friend, a member of the familysomeone else? Why can we help
when other people cannot? In part, our helpfulness céo@sour understanding of and
focus on the crisis communication process. Everythingayeand do is solely for the
benefit of the individual in crisis. We do not blame;use, pass judgment, become
extremely sympathetic, take sides, or become “pushy” or ingddWe start where the
individual is in terms of his thoughts and feelings and dqumop to conclusions or
assume that we understand and try to tell him what &bdat his problem. We



recognized that he is a unique individual with a unique situatibe and his situation
may be very similar to others we have dealt with, bistliis life and his problem and is,
thus, very special to him. We are not going to “treat’lar try to solve his problem.
Rather, our goal is to help him calm down, slow downktkiings through, and plan
ahead. We assume that he is a rational person eapfati¢aling with his world. Our
efforts are supportive and encouraging. We modify andclais messages, filter his
feelings, and let him use our knowledge and skills to his erlefcrisis
communication, the individual uses us to supplement and suppartvn skills and
capacities. Being available to him in this way is thgomdifference between crisis
communication and other types of communication. Furtherspecial characteristic of
crisis communication is what is most helpful about ksl of help.



IN SUMMARY

Crisis communication starts with an understandindn@fdommunication loop. An
individual in crisis has confused and somewhat conflictiniinigg ideas, thoughts, and
emotions. It is this confusion and conflict that maghim to come to a crisis
intervention service. Through crisis communicationisheble to translate these feelings,
emotions, ideas, and so on, into verbal and nonverbssages. Gradually, he is able to
organize and express these messages in a way thahisatisunderstand his situation.
Crisis communication helps him modify and clarify thesessages and serves as an
emotional filter through which intense and uncomfortdéddings can pass. This
modification, clarification, and filtering gradually motiee individual to a point where
he can deal with his situation. Crisis communicatsoa special and limited form of
communication and represents a systematic way to makertyj planning, and feeling
skills available to the individual, thus supporting and supplging his own capacities
and abilities. It is this understanding and special useeofommunication loop that
allow crisis communication to help people in crisis whérer forms of communication
do not.



Chapter 7 — Crisis Color

Crisis always has a mood or color. The psychiatricalitee frequently refers to this
dimension of people in crisis as “affect.” In csigsommunication, color refers to the
mood or disposition of the individual in crisis. Doesskhem depressed, angry, agitated,
anxious, fearful, how would you describe the individualsoai? Using colors is a
convenient way for us to communicate information abauhdividual's mood or affect
and to describe and understand the three major or mosvalblsemoods or affective
states.

It may be helpful to think about several people inadléht situations. As an exercise,
think about these individuals. What kind of mood are th@yUsing a word or short
phrase to describe each person’s mood, think about whatgeseem happy or sad,
angry or loving, tired or energetic, optimistic or pesstioj and so on. Crisis
communication is unlike most other forms of communicatiDeveloping a knack for
describing an individual’'s mood or tone in a word or spbrase will help in recognizing
and understanding this dimension of crisis situations.

Mrs. J is sitting in her backyard in a lounge chaine &ading a book, and her children
are playing quietly in the sandbox near by. It is a sunrniggpay, and Mrs. J
occasionally chuckles as she reads.

Mrs. K bites her lip as she slams the cupboard doorrikitehen. Her children know
better than to bother her right now, and her husbartdysg out in the garage. She
moves in a very deliberate and methodical way and thehzangsas she sets them on the
stove.

Chuck, age six, squirms in his seat and is fiddling witlpbiscil. He keeps glancing
around the room. He is tapping one foot against the leég ahair and has not turned a
page in his picture book for five minutes.

Denise, age nineteen, is talking on the telephone, “Whytwoun be there?” There is a
long pause. Her voice is a little shaky. “I don’'t ursti@nd. Everything seemed okay
last night.” Another long pause. “But will you be thé&xeer?”

Don is talking quite loudly: “Will you shut up and listenrte. | have told you that a
thousand times. If you don’t believe me, there is nothoan do about it. Call him and
ask him yourself. I'm getting sick and tired of this damutire every time I'm twenty
minutes late.”

Ellen is talking very slowly. It is difficult to hedwer, for she seems to be swallowing her
words. “l just don’t have any energy left anymore. A'tAght it anymore. | tried and
tried and don't feel like trying anymore. It wouldn’t do ajood anyway.”

Ed seems like he is about to cry and keeps clearingroigtth“l don’t know what’s
going to happen. The doctor said it may not be seriaighby have to check on it,
anyway. She’s so little. It's all my fault. Ihlad been paying more attention, this
wouldn’t have happened, and she wouldn’t be paying for mydstymow.”

Frank shakes your hand as he sits down in the chair bgmidelesk. “We have to get
this straightened out. We spend all of our time hassalmbarguing about it and seem to



get nowhere. It's the kids. We simply cannot agrebamto deal with them. She is
more of an open person and thinks it's okay for thenaam the house and make a lot
of noise and do pretty much whatever they want to. smtdrought up that way. We
were taught to respect our parents and to conduct oursiglrdadies and gentlemen.
One of us has to be wrong, and somebody has got to teliak one. She would have
come with me, but one of the kids is sick today. $keine next time if you want her
to.”

In addition to thinking about the mood of the individualsatded here, you can make a
game out of figuring out the mood of people you come inammith over the next few
days. You will see that you can get clues about the mbad individual by what he
says, the way he talks, his actions and postures, amdyttieed of messages and clues he
gives you. This ability to recognize and understand thednod an individual is a basic
skill in crisis communication.



RED CRISES

Crises come in red, yellow, or black. An individual ired crisis is angry. He is really
angry, he may be yelling, he feels the world is unjustishndignant, he declares that he
will show them. The person in a red crisis usually appéense, ready to strike out,
about to explode. In other red crises, the individuat agpear to be calm, but we can
pick up the anger, frustration, and hurt from things he, shgsvay he describes
situations, the kinds of things he is thinking about doinlge ifdividual may be
clenching his fists or pounding on the arm of his ch&wu may notice that he is gritting
his teeth or talking in a very angry, cutting tone. geiently, such a person sets off
fearful feelings in us, and we find ourselves worried abmaipossibility that he might
hurt someone or something. For example, the pareatyaing girl are divorced, and
the girl is very upset. She tells us, “l called DaddyatMwoman answered the phone and
said Daddy had taken her little girl swimming. | hopedimavns. | don’t ever want to
see him again. | hope he drowns, too. | hate him! [fthegirl jams a pencil into the
arm of her chair.] I don't care. | don’'t need a dadawyway.”

The now potential of a red crisis is that the individuay act out his anger, really hurt
someone else. This now potential combines with théhatthe extreme anger disables
the individual and makes the self-resolution factor goite In a red crisis, then, our
goal will be to reduce the now potential by softeningathger and allowing the
individual to “talk it out” enough to begin to look at tiieelings and at alternative ways
of dealing with them. As he begins to think and feel wghthe self-resolution factor
will increase.

Glen is in a red crisis. “Who do they think they aredt enewing my contract. You ask
any kids at that school, and they’ll tell you | am ohéhe best teachers they have ever
had. Some of those old ladies there have been tedohifagty years and don’t know
anything about kids. They just let them go on teaching and sayeanything to them
about that. | really teach the kids something, and télaye to me, and then they do this
to me. | told that bastard, and he didn't like whatd tasay. | told him. | told him that
| was going to sue them, him, the board, the whole daimmad if | have to. | don’t have
to put up with this. It's all politics—who you know if yoappen to be from this damn
town. There is no sense in it. If | were the fatitboach or something, they wouldn’t
treat me this way. Those jocks get everything, and jototteach a kid to appreciate art
or some of the other nice things in life, and they think sfoauld lick up the scraps like a
little puppy. They can’t handle someone who is williagpeak up and take care of
himself. No one is going to take up for those kids if thetyrid of me. That’s what they
really want. 1 tell the kids how it really is, andethget all uptight. They are so insecure
and place such value on their silly dumb jobs that theny't stand up to anyone. [You
say: | guess it seems like you have gotten a pretty ral] déou’re damn right. I'm
going to sue the bastards. [You ask: How did you learntaimt getting a new
contract?] The word was out. | heard it in thebeas’ lounge. | just blew up and went
straight down to the office and told him what | think akibut said to him, I said he
could take his job and stick it. Who does he think hedsyenewing my contract! [You
ask: What was his reaction to that?] He said he didiwtwwhat | was talking about.

He tried to play dumb. | told him, | said, ‘Don’t play domith me.” That’s the way



they do things. Act so sweet and innocent and as if butteldn’t melt in their mouths,
and then they stick you. [You ask: Are you sure theyewegoing to give you a new
contract?] Yes, I'msure! | guess I'm sure. [You a&ku guess you're sure?] Yes, I'm
sure. He told me that it was true. I've seen it c@nior a long time. They've talked to
me about it a few times and said that | would not getva contract unless things
changed. [You ask: What did they say needed to changjethyl temper. 1 just can’t
seem to control it. Bad tempers run in my family. fdther was this way. [You ask:
Does it get you into a lot of difficulties?] Yes.m'going to have to do something about
it, or I'll never be able to be a teacher. My big mogets me into more jams than my
head can get me out of. I've really blown it this tinf¥ou ask: Is the decision not to
renew your contract final? Or might they reconsitlgou were to do something about
your temper?] | don’'t know. | never thought about tHatu say: It can’t hurt anything
to ask them about it. If you're fired, you're fired, s&iag them if there is any
possibility to their reconsidering can’t do anything to huddu might be right about
that. | don’t know. | doubt if it would do any good. Indloknow what I'd do if |

couldn’t teach. It's my life. [You say: It sounds liteaching is really important to you.
It might be worth doing something about your temper.pr'dknow. Do you have any
ideas?”

As you read about Glen, you may smile to yourself and“¥ag, but it would never
happen that way.” The fact that your calmness talesetth out of a red crisis is, at first,
not very believable to most newcomers to crisis irgetion. As you talked with Glen,
you calmly absorbed his anger and did not respond to ittigire¢ou maintained your
blue orientation to his red. Your questions and commeantsén around his real
problem and gradually moved him toward thinking about possdiigions. As you
talked with him you recognized and acknowledged his anger bubtieespond to it
with any similar emotion. You were gradually able tocaibshis anger and enable him to
use your planning and reasoning skills to deal with this verguselife crisis.

Obviously, had he followed his angry inclination, he wouldehgotten a lawyer, told
someone to “go to hell,” or done something else destritiwnis professional
objectives. Through talking with you, he cooled down amhbhdo think about how he
could work things out so he could stay in the teaching priofes$iad he followed his
angry impulses, he would probably have ruined any posgibiliteaching in the future.
To some extent, then, you have saved him from himgelfhave made an important
contribution to his future life.

Will he recognize this fact and express his appreciati@ndportion to the value of your
effort? Probably not. The satisfaction comes fy@ur knowing the potential
importance of what you have done. As you work with pewmpégisis, never
underestimate or minimize the importance of your helpther people. You understand
what the now potential of the crisis is. You undexdtthat your intervention has reduced
the likelihood of the now potential actually happenindpisTets you know what you

have been able to prevent. For Glen, you have mauntepamtant contribution to his life,
whether or not he realizes it.



YELLOW CRISES

A crisis may be yellow. In a yellow crisis, thalimidual is afraid, anxious, “really
uptight.” The crisis is yellow, like a blazing fire. dfge in yellow crises are frequently
crying; seem desperate, very nervous, and tremble; anetisoes make us feel very
protective, as if we wanted to hold them and tell thengthare going to be okay. They
seem like frightened, very upset children. In a yeltoisis, individuals frequently tell us
that they feel confused, they cannot think straightryékieng seems to be falling apart
around them. All of their anxiety and nervousness mdserna feel a little frightened, at
a loss as to what to do, somewhat overwhelmed.

Yellow crises are the most typical crisis situatidhen the interaction between the
individual and his total situation deteriorates or breaksnidw usually becomes
somewhat apprehensive, frightened, anxious, and confused.

A young man calls you on the hot line. His voice quawend he sniffles as he talks. “I
don’'t know what I'm going to do. Things are falling apdrteel like running. | can’t go
home. [You ask: What happened?] My girl friend gaveklmag ring. She doesn’t want
to see me anymore. |really love her. | can't gengblaithout her. | flunked my
chemistry exam. | feel like I'm going to explode. aht stand it. My parents will have
a fit when they find out about my chemistry grade. Shatls a friend of mine. | don't
know where I'm going to get money for tuition next quartecan't live without her. I'd
be better off dead. | can’t stand it.”

The now potential in a yellow crisis is that the indival may do almost anything to
escape the hurt, the confusion, the pain of being so @saied uptight. He does not
understand what is happening to him and frequently feels likealyebenlosing his mind.
A yellow crisis is, for the individual, an extremeipcomfortable and emotionally painful
state. Itis like being in an emotional fire, and peeyletry anything that occurs to
them as a possible way of escaping. They are tempted,tto kill themselves, or to do
anything else that might make the pain go away. The confuservousness, inability to
think straight, and extreme discomfort, of course pangerful forces working against
calm, rational, and sensible judgment and planning. Thatsay, the self-resolution
factor in a yellow crisis is very low. In crisismmunication, our goal when dealing with
a yellow crisis is gradually to calm and put out the filewe are able to do that, the
individual will be better able to think calmly and ratiipabout his situation, that is, the
self-resolution factor increases.

Mrs. L is leaning over with her head in her lap, and hadbare clasped behind her
head. “Help me. It hurts. It's the pain, | can'tstat. My head feels like it's going to
explode. | don't know what to do—I can't eat. | dagleep. It seems like a thousand
years since I've been to sleep. If | could just go to sleepght be okay. I'm going
crazy—losing my mind. | can't stand the pain. [Sh&tilsleaning over but looks up
with an almost frightening expression on her face.]Jpkee. You have to help me.

[You say: | really want to help. It scares me @elito see you so upset. It must be awful
to feel so terrible. What can | do to help?] | ddhibk you can help. | don’t think
anyone can help. It's awful. | can’'t stand it. [Yask: have you been feeling this way
very long? | don’'t see how you can stand feeling so bid.jvorse today than usual.



Things are beginning to spin around. Nothing makes senae;tithink because it hurts
so bad. [You ask: Have you had these headaches befées?]’ve been having them
lately. [You ask: Have you talked with your doctor akibeim?] He says they are
nerves. | can't eat and | start to itch. [Shewgts little in her chair and starts scratching
her arms.] | dig myself raw and feel like something@wing all over me. My stomach
feels like it is tied up in knots. [You ask: How do youlde#h being so nervous and
hurting so much?] Sometimes | feel like | can’t stand’d.be better off dead. At least
it wouldn’t hurt then. [You ask: What do you think makes youervous?] | wish |
knew. | can’t stand it. I'm going to have to get somethtrgghtened out, or I'm going
to go crazy. They should lock me up in a crazy placepandne to sleep. I'm going to
end up in a straight jacket if | don’t get this straighteaat. I'm going to end up in a
straight jacket clear out of my mind. [You say: | holp&t doesn’t happen. What kinds
of things do you need to get straightened out?] Everythihghead, my marriage, my
children, my life, everything is in a mess. Nothing’s dod can’t stand the world, and it
can't stand me. [You ask: What part of the world do you tiredhardest to stand?]
Mostly me. | keep screwing things up. About the timetlitg® where | can handle it
and things are going okay without any hassles or anythirgsbuhething stupid, and it
starts all over again. [You say: That must be a pretlyféaling to feel like you are
always screwing things up.] I've done it all my lifearh a walking disaster. Anything |
touch goes wrong. [You ask: How is your head feeling noivitle better. | have
some stuff my doctor gave me for it. | took some a wdmgle, and it’'s beginning to take
effect. | can’'t spend all of my life living on pillbut | can’t stand the pain, either. Do
you think you can help me? [You say: | hope so. | edtihat you are really hurting,
and | hope that | can do something to help get things bettgodo] | hope so too. I've
got to get something straightened out. This can’t go ondorgwou ask: What is it
about your situation that bothers you the most? Maybeould start there.] My
husband. | guess that bothers me the most. If | coutdgeveéhat worked out, | think |
could handle the rest of it. That’s hopeless with hirdon’t know. If | could get that
worked out, | could handle the other things. [You sagylM we could start there. Can
you tell me a little bit about what’s going on with tie® of you?]

Mrs. L was in a serious yellow crisis. As you talkeithviner, you responded at first
almost exclusively to her mood or yellow crisis. y&aI recognized and acknowledged
her feelings, she began to calm down, think a littleenatearly, and the “pain” literally
began to lessen. Your blue response filtered the “fielpw” out of her crisis. Had you
not recognized and dealt with her feelings, she probablydvmilhave gotten past the
pain, discomfort, and confusion. You combined your calme blith a gentle urging to
get her to focus on her situation and begin to defineliiggést problem.” She felt that
if she were able to resolve some of the difficultieth her husband she would be able to
handle the remainder of her situation. You assumedtisawas a rational and “true”
judgment and encouraged her to discuss her relationshigharithusband. It is your
hope that you and she will gradually develop a “picturdiesfcrisis, develop some
possible ways of dealing with it, and move to a point etstre feels somewhat more
competent to deal with her problems. Your initial inteti@n hypothesis directed you to
respond to and filter her intense feelings. As she begaadritodown, your hypothesis
shifted to focus on her interaction with her total siara Gradually, your hypothesis



may shift several more times. But it is your consfanmpose to move with her to a point
where she can begin to think clearly about her diffies and to plan ahead.



BLACK CRISES

A crisis may be black. The individual is down, very dowtis words come very slowly;
his movements are slow. He sees no point in anythihgjust being alive makes things
worse. He does not want to kill himself. He just waatstop living, to get out. He is
tired of playing the game. The hassle is too much. Hmdn®very black. He is
slowing down and has no interest or motivation in going As we talk with him, his
speech may seem somewhat slurred, and his words maw ltlaic& and “mumbly”
quality about them. If we are talking with him on te&ephone, especially, our initial
reaction may be that he is intoxicated. It is aiitior us to get beyond seeing him as a
drunk and to get to a point where we understand that we aliegleith a black crisis.
As we talk, the individual seems exhausted, appears to basengy, and may give us
the impression that he either wants to, or is aboudao sleep. We may be frustrated
and feel tempted to terminate our communication with Himakes all of our effort and
concentration to pay attention to and focus on thevithdal and his crisis. Black crises
are seen considerably less often than red and yetises¢ however, they are by far the
most difficult with which to deal.

You are talking with a seventy-year-old woman whosdand died a few months ago.
Her children all live in other states and do not comadiv her very often. Many of her
friends have died, and she has no particular interessgle her home. Her neighbors,
who have called you in, are concerned because she obesme out of her house but

just sits in her chair staring off into space.

She says: ‘Please go away. | don't want to talk t@aey [You say: You seem pretty
tired and depressed.] I'm okay. Don’'t worry about meerfahing is fine. I'll just sit
here until it's over. | hope it doesn’t take too lorgn so tired and want things to quit.
[You say: It makes me sad to see you so sad.] I'nsadt Everything is fine. It won't
be too much longer now. He’s coming back to get me sod6ou $ay: It's a pretty day,
and your neighbors are worried about you.] There arey’peetty days anymore. The
neighbors shouldn’t worry. I'm okay. It won't be muloimger now.”

The now potential in a black crisis is the death of tiogvidual. Such a person may stop
eating, stop taking care of personal and health needs, aadhlig let himself physically
and emotionally deteriorate. As an alternative te ¢ginadual deterioration, the individual
might choose to terminate the process of slowing dowrbhyp#ly hanging or shooting
himself. These two forms of suicide frequently refnaln black crises. In other
situations, the individual may overdose, expecting to getep and not wake up. The
goal of intervention in a black crisis is gradually to etevthe individual’'s mood, get him
interested in and more connected with his environmentstapdhe process of
withdrawing and “turning in.” If we are able to do this, theividual will begin to see
himself as connected to his environment and will start evact with it. This increases
his ability to get out of his black mood.



CRISIS MIX

As you acquire experience with people in crisis and wit$is situations, you will realize
that crisis may be, and usually is, a mix of red,op/land black. It is important to see
that crisis color refers to the mood or affect & iidividual in crisis. As we talk with
him, we usually see that his mood tends to fluctuatecaSienally, we will see an
individual who starts out very angry—who is in a redisrisAs we talk with him, his
anger gradually softens and becomes less intense, bubbdanthe color of his crisis
never appears to be yellow or black. Similarly, we wegasionally see a person
experiencing a yellow crisis, and as we work with hisjshgradually able to calm
down, become less anxious, and generally think more cle@Hgoughout this process,
however, we may not see his mood turn to anger or igis turn black. In addition, a
person in a black crisis may gradually become more aninaaigb¢chvolved in his
surroundings without reflecting any red or yellow dimensimnisis crisis. More
typically, however, crises fluctuate between red afidwe and less frequently between
red, yellow, and black. The important thing in crisis cmmication is for us to
understand and tune in to the mood or color of the dngisemain sensitive and
responsive to shifts in color or mood.



BLUE INTERVENTION

As we begin to understand the significance and meanindafioccrisis, we will see

that our mood or color is an extremely important din@nsf crisis communication. We
are familiar with such expressions as “The life ofplaety,” “Laughter is contagious,”
and others suggesting that our mood has the power td affedect. People in crisis
may cause us to feel angry, anxious, depressed, indiffarshso on, affecting our mood
by the power of their own. The converse is also ti@ar mood or tone has the power to
affect or influence the mood of the individual in crisisor example, if we respond to
anger with anger, the person in crisis will tend toolbee even more angry. If we
respond to anxiety and fear by becoming anxious and fearduheitson will tend to
become even more anxious and afraid. If we responctintimobilized mood of a black
crisis by becoming emotionally immobilized ourselves,iit kave the effect of making
the black crisis even more black, to whatever extentishadssible.

Our mood or color is, then, an important dimension efdfisis intervention process and
is an important aspect of crisis communication. Ifkmew that anger begets anger, it is
important for us to respond to a yellow crisis in a @ned but thoughtful manner. If

we know that depression begets depression, then ip@riamt to respond to a black
crisis in a friendly, interested, somewhat happy waince we know the kinds of mood
or tone that tend to exacerbate or irritate variondkpf crisis situations, it is important
for us intentionally to avoid making matters worse. Wehitoby consciously and
caringly controlling our mood or color in a way that Haes best and most desirable effect
on the person in crisis.

Our response to a crisis should always be in shades oftbataes, we always want to
convey a mood of calmness; a sense of control; enfetlat we understand, care, and
will be able to help the individual resolve his cris@@ur response to crisis is never
yellow. There is a rule worth remembering: In crsgisations, there is room for only
one person to be anxious or afraid—and that person is notyour mood is blue; it is
calm and calming. As the individual's anxiety, fear, appnsion, and confusion in his
yellow crisis is filtered through your blue screen, tingividual will calm down, slow
down, and begin to think more clearly and plan aheanhileBly, your color is never red.
Anger pushes people away, makes them more agitated. tAbtpeefrom you will
gradually slow down and calm down the individual’'s angey.a@opting a blue mood,
you can gradually absorb and refocus the individual's aamggfrustration. It is unlikely
that an individual will strike out at someone or someghf you quietly and caringly let
him “get out” his anger and indignation. Blue takes #gaut of crisis.

It is always a dark blue for a black crisis. One offéve absolute rules in crisis
intervention is that we never, never respond to a ldasls with red or yellow. The
individual is quite slowed down. The now potential ig i@ may just stop altogether.
We must realize that he is almost motionless and hyp&tse to emotions in others. In
a black crisis, we must start with a mood or coloywose to that of the individual in
crisis. From there, we gradually and very tentatiliglyten or change our mood to a
lighter shade of blue as the individual begins to comebhis black crisis. A dark blue
mood on our part must be very gradually lightened, alrthiée remaining sensitive to



slight changes and fluctuations in the mood of the iddad. Responding to a black
crisis is a very slow, gradual process that requiresxitgrae patience and sensitivity.

Crises, then, come in red, yellow, and black; our respaomes in carefully and caringly
controlled shades of blue; however, it may help to thiuakvhat mood or tone our
words communicate. For example, to say to a child, t'Stmrrible,” communicates a
somewhat different tone than would be conveyed if weewe have said, “That’s not
very good.” If we say to our spouse, “Why in the hell ddd glo that?” we have
communicated a different feeling or mood than would hava beeveyed had we said,
“What was your thinking when you did that?” It may bepfi@lto practice listening to
the things people say and listening to the mood or tonencomcated by the specific
words they use. As you read the phrases and sentences behsider the mood or tone
communicated by the words.

That was a dumb thing to do.
That may not have been your best choice.

You're acting like a raving maniac.

You seem really angry.

You seem like death warmed over.
You seem really depressed.

You're sure acting crazy.
You don’t seem like yourself today.

| don’'t know what’s wrong with you, but you're going tave to get yourself
straightened out.

I’m worried about you. Can | help?

Understanding the impact of your words and wording and seehghiy, by
themselves, convey a mood or tone will increase yolityatan convey a blue mood to
people in crisis and will increase your effectivenessrisis intervention.



IN SUMMARY

Crises come in red, yellow, and black. Crisis intetieenis always in carefully and
caringly controlled shades of blue. In any crisis,itldévidual has a predominating
mood or tone. This mood is typically anger (red); anxittgr, and an extreme feeling of
discomfort (yellow); or depression, despair, a sens®pélessness and futility (black).
In crisis situations, the individual frequently vacillsteresenting a mix of moods or
dispositions. Whether the individual mood or tone sfayl/ constant or tends to
fluctuate, the intervention response should be calmanhtfeed into” or exacerbate the
individual's intense crisis mood. A blue interventionp@sse will tend to help the
individual calm down, develop an increased perspective, thote clearly, and plan
ahead. The mood or tone conveyed by crisis intervemtarkers may be communicated
through the tone of their voice, their individual sgepatterns, whether they talk rapidly
or slowly, and through the words they use to expressittess and thoughts. We must
start where the individual in crisis is, and this ineslvecognizing, understanding, and
acknowledging his crisis color; gradually and gently urging teifocus on his situation;
gradually filtering or absorbing the intense emotions withe crisis; and moving toward
consideration of possible solutions.



Chapter 8 — Communication Content

Once we understand the color in crisis and that oudnoo@ffect is an important
dimension of crisis communication, we can begin tesater crisis content. People not
trained in crisis intervention generally focus mordess exclusively on the content when
talking with an individual in crisis. As our understandafgrisis color suggests, the
mood or tone of the individual in crisis is at leastatical as, and perhaps even more
critical than, the specifics of what happened and whaappening. If we look at any of
the examples of crisis in the text, we can seedltaim, rational, planning person would
be able to understand and deal with the situation. Tiheataspect of the situation
comes primarily in terms of the individual's mood oloeo It is his anger, fear, anxiety,
apprehension, extreme depression, and so on that elévatesw potential and works
against his dealing with the situation himself. It istthee of crisis communication that
directly responds to the most critical part of thisis, that is, the individual's being so
upset or agitated that he is unable to calm down, slowmdamd plan ahead.

At first glance, it may seem naive to suggest that messccan successfully be reduced
by the simple technique of controlling your mood, or affastyou respond to the
individual in crisis. If you can consistently responghinposeful shades of blue,
assuming that your verbal comments are relatively abatd innocuous, you will
usually need to do nothing more than filter the individuetsxmunication through your
blue screen. If you continue this process patientlyngbyi and persistently, the crisis
will pass. With further thought and experience with peaplcrisis, though, you will see
that the intensity of the individual’'s emotional statis crisis color, is what is really
keeping him from dealing with the situation himself. Fittg and modifying those
emotions, then, is the main thing we have to do to redgcerisis. If you can stay calm,
“keep your cool,” and avoid verbally or emotionally akiiag the individual or pushing
him away, he will respond positively.

It is important to see that this communication modetgdgprimary emphasis on the
quality of the interaction between you and the individddle mood or tone of that
interaction is the part of helping that helps the médbng with the stress on the quality
of interaction this communication model also impliciind explicitly assumes that the
individual in crisis is capable of being a rational, plannthgking person. We do not
see the individual as sick or disturbed. He is a healdsponsible person just as you and
|. His problem is that the conflict in his interactiith his situation is extremely
stressful to him. It is this stress he is under ihatusing him to be anxious, upset,
afraid, extremely angry, and so forth. If we can hetp deal with these intense
emotions and gradually get him to look more criticallfiatsituation, he has the
strength, capacity, and integrity necessary to dealitvith

It can hardly be overemphasized that the present agiptoarisis intervention assumes
that we are dealing with healthy people who are capdlaeading with their life
situations. Our mood and tone and the color of our congation help them to use their
own reasoning and planning capacities.



A FAITH IN PEOPLE

In human services, there is an adage that directswsrtowith the individual in an

effort to “maximize his strengths and minimize his weakags In crisis situations,
anger, fear, confusion, apprehension, depression, desmghspdorth are interpreted as
temporary weaknesses. They have welled up in the indiyitRmporarily overpowering
his reasoning, thinking, and planning strengths. Our faithaplpdeads us to the belief
that no matter how upset and overwhelmed the individedd fee has more than enough
strength within him to cope with his situation. Undersiagnénd using “communication
color” leads to reducing and minimizing the temporarily blisg effect of crisis color.
Understanding and focusing on “communication content” dyrecthances the
individual's capacity to deal with his world.

Mrs. M, age twenty-nine has eight children. The oldedd e¢hifourteen, and the
youngest is seven months. Six of the children are alband have no particular physical,
emotional, social, or adjustment difficulties. Heetve-year old, however, has a chronic
kidney disease, requires regular medical treatmedthas to have her activities carefully
supervised and regulated. The seven-year-old is in thedsgcade, is mildly retarded,
and has been diagnosed as a hyperactive child. Mrs. Blglate well with the mild
retardation, but to her, the hyperactivity roughly translaties“a walking disaster.” The
little boy has an extremely short attention spannpoasit still, is always into everything,
seems unable to follow directions or accept lingtsl, wets the bed and occasionally
“messes” himself during the day, and seems to require tinoeeand attention than all of
the other children put together.

Mrs. M has been married, this time, for a little osgrear. Her first marriage, when she
was fourteen, lasted only a few months. Her secondagartasted a little over four
years, and her third marriage lasted about a year. righéha children live with her
present husband in an older, three-bedroom house thatalesuate plumbing and
heating. The girls use one bedroom, the boys anahdrthe baby has a crib in with her
and her husband. She and her children have receivedevedfgr in the past but
presently live on the income her husband earns workiagaetory. He also has to pay
thirty dollars a week child support to his first wife for taae of their two children. Mr.
M’s two boys from his first marriage spend every weekatrithe M’s house, plus six
weeks in the summer.

As we look at several messages from Mrs. M, two resgoare suggested to each
message. The messages communicate a certain camdest@aess Mrs. M’'s thoughts
and ideas about several things. The two responsesvingl each message also
communicate certain content. In addition, the respotedeMrs. M something about
your assumptions about and attitudes toward her. Lookiegch response, does it
convey a “faith in Mrs. M?” Does it support and encouragieinner strength and
capacity? Does it tend to increase or decrease Mssabllity to cope with her
situation?

Message: Sometimes | just can’t cope with all thade. kThere are so many of them.
There is always one of them getting into something artvwg something or fighting or
screaming or something.



Response 1: Did you think about the kind of hassle it wagygoibe before you had that
many kids?

Response 2: | don’t see how you do it. | would be “upnthl if | were you.

Message: I'm not very smart. I've only got a seventidgreducation. I'm no
psychologist or nothing, but I think there’s really somsghivrong with my seven-year-
old.

Response 1: The doctors have told you that he is arbtieded and that he is
hyperactive. He would probably be easier to deal wittheife¢ weren’t so many other
children.

Response 2: You seem to know quite a lot about kids and benother. The seven-
year-old has some special problems, but the rest d&ddbeget along real well. You have
a lot of firsthand experience with little kids and shouldah@etty good judge of a child
with special problems.

Message: My husband doesn’t want to accept responsiloitithé kids and won't help
me with them. | don’t know why | put up with him. He jugants me for someone to
sleep with. | don't know—I shouldn’t say that. He wohiesd and does try to pay the
bills, and I guess he is entitled to a little freedom laayobiness. He goes out and has a
good time, and I'm always left home with those kidsiegd a little fun too.

Response 1: You should put your foot down and insist thaelpeyou. He took on the
responsibility for you and the kids when he married you you should make him do
what is right.

Response 2: It's a lot of responsibility for him andyou. You take care of everyone,
but who takes care of you? There ought to be some wagoud get some time to
yourself and get away from the kids, the house, andeahalissle. Is your husband ever
willing to watch the kids so you can get out by yourgwlfa little while?

Message: We never have any money to do anything. Theeetgat for the house and
all those doctor bills. It seems like | never havecemts extra to do anything.
Sometimes | think it would be easier to get welfare again

Response 1: What would that do to your self-respect t@ago &in welfare? Maybe you
can think up some way to cut corners or to buy less expeftsids.

Response 2: | can see how there wouldn’t be any extreyn You must be a magician,
taking care of your house and family on your husband’s iecolnthink you could
probably give me a lesson in money management. Youakaalways so clean and
neat looking and seem so healthy and well fed, and yaigehalways looks like you
really make an effort to take care of it. How da o it?

Message: | think part of my trouble with my husband ispmusonal relationship.
There’s all those kids, and | think if | got that way agéd just die.

Response 1: Why don’t you get your tubes tied or tell yourdngsbo have a vasectomy?

Response 2: | can see how you might worry about tlthtraght feel a little
uncomfortable with your husband. Have you talked with thouayour worries of
getting pregnant?



Message: I've kinda gotten away from church these pasyéars, and | miss it. The
kids need that; | just can’'t get them all there.

Response 1: You should bring them up in the church. $hatur responsibility. You
live close enough to the church that you could walk froor ymuse. Just get the kids up
and over there on Sunday.

Response 2: Have you talked with anyone at church aboptdab&em? Maybe someone
there would be able to help you round up the kids and getdkienthere. | see your
minister once in a while. Would you mind if | mentiongdir problem to him?



RATIONAL SUPPORT

In crisis communication, we want to be as helpfuh®individual as our knowledge and
skills let us, and we can do more than merely fiberindividual's crisis color through
our blue screen.

In crisis communication, an important part of our geab make our skills and abilities
available to the individual. We have made our mood e tovailable to him in a way
that helps him calm down and plan ahead. Inthe sameweagan make our skills and
knowledge available to him in terms of thinking, questioning, idengg, and planning.
For example, people caught up in the emotions of crisisisually trying to think about
and concentrate on what to do about the situatiorir Tioughts and ideas about what to
do are generally motivated by a very emotional and sontevaimdused notion of what
happened. When we ask them “What happened?” we are ds&kingd think more
clearly and objectively about what caused them to be st opgsonfused. The question,
“What happened?” gently encourages them to begin to thmkt abis situation in a

more reasoning and systematic way. If they were napset, they would probably be
figuring out what happened themselves instead of using &@llghergies thinking about
what they are going to do. Our questions, interest, alml concern gradually nudge
them to use their own thinking and planning skills. Tétayt out by using our questions,
our way of systematically looking at their situationsd @ur skills at thinking through
problems. Our skills and knowledge are available to thathflaey use these as a means
of getting in touch with their own skills and knowledgasially, we become a part of
their communication process, asking questions, giving facpsoblems, helping them to
be more systematic.

We have all had conversations with someone who goegieat detail as he talks. He
wants, for example, to tell us that he is unable t@ lkedate he has with us. The short
version of his story is that something unexpected cameHepcalls up to cancel our
meeting. The conversation starts: “I got a callgekly from my mother. She hasn'’t
been feeling well. It probably is a recurrence of ahlack injury she received in an
automobile accident several years ago. She was drivingah@ast a school, when a
school bus backed out into her lane of traffic.”téeh minutes later, and after having
completely exhausted our patience, he tells us thatdtisemhas a doctor’s appointment,
and he has to take her. That is why he will not be tabieeet with us.

In many conversations, people tell us more than we wakndw, while people in crisis
have the opposite tendency to tell us far less thanesd to know. A fairly complex set
of circumstances has led to a crisis. The individsiakry familiar with the
circumstances and is experiencing crisis. At thattpbmis oriented to getting himself
out of the crisis. He might start by saying, “What tdon? | have to do something.” If
this is the first time we have talked with him, our fitsbught will usually be to ask what
happened about which something needs to be done. Freqitastdiifficult to get
people to move past their emotional reaction and thianse focus on “I have to do
something.”

Helen, age twenty-three, starts her communicati@viery intense, almost
overwhelming way. “You have to help me. | don’'t knowaivto do—it’s terrible. |



don’'t know how | ever got myself in such a mess. I'nmgdp have to quit my job and
move. There’s no other choice. | just have to. Itcstay around. | can't face people.
There’s just no way | can deal with this. [You askislightly excited tone: What
happened?] | can't tell you. | can't tell anyonearnone ever found out about this,
well—I just—I can't tell you. | can't tell anyone. pa say: | can’t imagine what would
seem so terrible. What could happen that would make youtwapit your job and feel
it would be awful if anyone found out about it?] It'steorible. |1 don't see how I could
be so stupid. It's horrible! I'm so stupid. Now everythimguined, everything is
ruined. [You say: Sometimes bad things happen, but thahtlaeean that we are
stupid.] You don’t know what happened. You don’t know hovlydsad, stupid,
horrible it really is. [You ask: Would you tell me whappened if | guess?] No—yes—
| don’t know. Go ahead. [You ask: Did you get raped or doimgilike that?] Oh, my
God, no! It's nothing like that. Wow! That would rgalie terrible. | don’t know what

| would do if something like that ever happened to me. [¥sk If it’s not so bad as
that, can you tell me a little bit about what it baslo with?] It's really hard. | can't tell
you. | don't know. | have to tell someone. | dokitow what to do. What should | do?
[You say: | don’'t know. Let’s think about it. Can ytell me what happened?] Well,
you were sort of right, but nothing really happened. dtfaan. A guy | work with. | let
him take me for a drink after work one evening, and on dnelwme—well, things got a
little out of hand. Nothing really happened, but he caleslévening, and my husband
answered the phone. | think he knows something is going don’'t know why | let it
happen. It was so stupid and dumb and terrible. | wanll tnyéhusband it's nothing
and that nothing happened. I'm afraid, though. I just knowdd leave.”

Sometimes it is necessary to guess or follow hunches Wwalping people express the
content of their crises. These guesses and hunohéssed on our understanding of
people, their situations, the interactions between thedntheir situations, and our
understanding of the most likely causes and kinds of ctsfhichose interactions.
When people are having extreme anxiety, guilt, embarragsaned apprehension about
anyone finding out what happened, it is important to notettieatrisis frequently has a
sexual component. Think, for example, about your biggesets What single incident
or episode in your life would you be least willing to haublished in your local
newspaper? Odds are that it has something to do withr s&x@al behavior. Even if
this is not true for you, it is true for most people. Wpeople are having extreme
difficulty getting up the courage to tell you what happened ihis a good bet that a
sexual incident of some kind is involved.



ENCOURAGING ASSESSMENT

How do we help an individual in crisis deal with the emttof that crisis? We gently
encourage him to become involved with us in the assess®enFirst, we want to think
with them about the precipitating event and what happeWslknow that the conflict is
in the interaction and that the precipitating evestugited the interaction between the
individual and his situation. We also know that the prtatipng event occurred fairly
recently. It may be true that the conflict has beanggon for a long time. But the crisis
was precipitated by a fairly recent event, a worsenirigeoconflict, some exacerbation
of the difficulty in the interaction.

Frequently, people in crisis will not be particularlgeptive to this notion. They will
want to blame themselves, see the cause as originatihg past, or, more often than
one might think, try to convince us that the crisis hasause.

Harold says, “My relationships with my family, friendsllow workers, and so on, are
fine. They are all wonderful people. Don't try torkthem for this. | really haven't
done anything, either. Nothing has happened. This just cameneyand there is no
reason for it.”

Our understanding of crisis and of the crisis intervenpimcess lets us know that crises
always have a precipitating event. In crisis commuiginathen, we gently but
persistently encourage the individual to think about himbkéafsituation, and the
interaction between him and his situation until we hxsth see what caused the crisis.
Usually, discovering and understanding the precipitatingtasenot particularly

difficult. Sometimes, though, we must be very pataam skillful to get to where both of
us understand “what happened.”

We can see now that the assessment set is not foeoefit or information; rather it is
an important part of crisis communication. As suchelps the individual assess his
own crisis and helps him gradually start to use his owkittng and planning skills.
Once we have enabled him to analyze and understand theitatéay event, we
gradually start developing our “picture” of the crisis.e Wink, with the individual,
about the most important aspects of his situation, hfjresed the interaction between
himself and his situation. Through this process of lookine individual, his situation,
and the interaction, we can gradually come to understancbitilict in the interaction in
relationship to the precipitating event. This, in tdmelps us better to understand the
present crisis. Important, however, is the fact thistunderstanding is not for our
benefit. The goal is to help the individual understandiigtion, the interaction, the
conflict, the precipitating event, and, thus, the criife communication content helps
the individual think more clearly, analyze more thoroughhd plan more carefully. He
uses our skills to enhance or supplement his own skills.

Continuing to combine our concern for crisis color Wit assessment set,
communication content moves from the precipitatingheead our “picture” of the crisis
to potential cumulative and unseen effects of his caistsof the things he is thinking
about doing. In addition, we will draw from our undenstiag of the specific type of
crisis to ask questions about possible undesirable effects.



DEVELOPING POSSIBLE SOLUTIONS

Once we are sure that the individual has not neglectgdrgortant responsibilities or
overlooked some important undesirable consequences ofabenpisituation, we will
help him think through possible ways of dealing with his presesis. With him, we
have come to an understanding of what happened and ofstgtpening. Now we
will help him focus on what is likely to happen. We apgvrbeginning to make our
planning skills available to him. As he gradually begins tmma@iwn, settle down, think
things through, and plan ahead, we are nearing the ehd ofisis intervention process.
The now potential is substantially reduced and the sstiution factor is rapidly
increasing. Within the communication loop, we haveagffely combined crisis color
with crisis content and moved toward the goal of snisduction.

Ilvan, age sixteen, has been telling us about a fairly boabed crisis. He was initially
very upset and felt as if everything was hopeless. Usinginderstanding of
communication color, we are able to get him to calm damchexplain what happened.
In the last few days, things had gone from bad to warehad a big fight with his girl
friend, accusing her of being too friendly with another Abgchool. After thinking
about it, he came to the conclusion that she is aiua, friendly young girl and that he
is jealous of any attention she pays to other boyssdéde that he had probably
overreacted and that the fight was mostly his falilie problem is that she is not
speaking to him now. In addition, he flunked his Englistine. He blew up when the
teacher handed him back his test paper, and she sent himaltvenoffice. The
principal had really raked him over the coals for hisigpelent attitude toward the
teacher and had called his parents. That started thiigsr&t, and he got into a huge
argument with his father. The result was that hiséiagrounded him for a month, which
means that he will not be able to go to his job afteoel and will not get paid next
Friday. He knows that his girl friend wants to go te sichool dance next Saturday
evening, but since he is not going to get paid, he wilhave enough money to take her.
If all this were not enough, he stormed out of the haftee the argument with his father,
jumped into his car, tore out of the driveway, and ruthedtransmission. There’s no
money to get that fixed, and he can’t use the car, anysirage he is grounded. The final
straw came today when his mother learned from the mofhes best friend that Ivan
had smoked some marijuana at a party two or three weekd\ayo she is down on him,
threatening to take him to juvenile court. Itis all toecm He feels like just taking off.

You say, “I think | might feel like splitting too if | @re you. It seems like everything is
just going from bad to worse. Do you think that will rgddelp anything to take off?” “|
doubt it. They would just put the police on me, and thesally would be in bad. [You
say: There’s the problem at school, the hassle witih parents, the trouble with your
girl friend, and the transmission in your car. Ddext pretty well cover it?] That's
pretty much it. | don’t know what to do. I'm going toveao get things straightened out
somehow. [You ask: Which of those four things needsgsti@ning out the most?] |
don't see that there is much | can do about the thingM@m and Dad. I'm grounded
for a month, and that’s that. | don’t really think Mavill take me to court, but she’s
pretty mad. She’s kind of soft, and | think | can getihia with her okay. | could
always apologize to my English teacher and see tifdideany good. | doubt it, but it



can’t hurt anything. My car? It's a lost cause. | harabably lost my job, and there’s
no way to fix the car without money. [You ask: Isrthany possibility that your mom
and dad might let you keep your job if you didn’t do anythisg ébr a month?] | never
thought about that. They might. [You ask: Have y@dtto talk with your girl friend?]
A couple of days ago but not since then. [You ask: Vil gee her at school?] I'll see
her. Maybe | can try to talk to her.”

As we see, intervention with Ivan has moved past thi@licommunication color, and
through the use of understanding and skills from commuaicabntent, a picture of
Ivan’s crisis has been developed. You are in the $taae of crisis intervention with
him. You and he are beginning to consider his options fmgdsmmething about his
situation. The overwhelming big problem has been brokemaditw several more
manageable problems. You are helping Ivan to think abosthp@svays of dealing with
the smaller problems. You are careful not to tell Wihat to do but rather are suggesting
possible ways of dealing with the problems. As we se iva bright boy who is quite
capable of understanding and thinking about his problems. ‘oenaouraging his
capacity to focus on his problems, think things through, andd=mnsossible ways of
dealing with them.



IN SUMMARY

Crisis communication is based on faith in people. Gdieef and assumption that people
can understand and think about their problems are fundalwahtas underlying this
social interaction model for crisis communicationur@oal is to minimize the effect of
intense emotion and confusion and to maximize the wdtiomnking, planning ability of
the individual. We gradually get him to focus on his crisiglerstand the precipitating
event, develop a picture of his situation, see his problemsnanageable perspective,
and think about possible ways of coping with those problednssis intervention is a
supportive, enabling process that helps and encourages thiduadlio calm down, think
things through, and plan ahead.



Chapter 9 — Crisis Feeling

As we thought about crisis color, we were focusing @mtbbod, tone, or affect of the
individual in crisis. The color, then, is his overallppedominant emotional tone or state.
As we talk about communication feeling, it will be im@ottto keep this understanding
of crisis color in mind.



MESSAGES WITH FEELING

Crisis color tells us something about the individuah aghole person in the present
situation. Communication feeling has to do with the gjgemessages conveyed back
and forth between you and the individual in crisis. Asleoked at the content within the
communication loop, we saw that each message hasualfac objective meaning. Each
message also comes with its own specific feeling. ekample, an individual may be
very angry—~his crisis may be red. However, this doesieoessarily mean that he is
angry about everything and everyone. In fact, therelmagome people, events, or
situations involved in his crisis that make him feel gamaile, or feel pleased. A small
child who is very upset or angry with one parent mayelgnod and loving feelings
toward the other. A teenager who is very upset and bppseve as a result of her
boyfriend’s going out with another girl may be furioughvthe girl but still have loving,
caring feelings toward the boyfriend. Even though midévidual’s mood may be
predominantly anxious, afraid, angry, or depressed, it isewdssarily or usually true
that he is upset about everything and everyone. Shnitrme things may be making
him feel fearful while others make him feel guilty; sothengs may make him feel angry
while others make him feel apprehensive.

Jerry, age seventeen, is in a red crisis. He hasyalefiant look and sits rigidly in the
chair beside your desk. You ask, “How are you today, Jeriyide. | didn’t want to
come here. My father said he would take me to juvewilet if | didn't come. I'm here
because it's better than going to court. [You ask: Did get into some kind of trouble?]
Yeah, | just got suspended from school. One of the bigtshohers reported us. This is
my first offense. The other two, it's their secoimde. He found out we were passing a
joint. [You ask: Passing a joint gets you suspended fahhoad?] Yeah. I've been
smoking for four years and had to get caught. [You ask: Hdwetting suspended go
over at home?] Well, my dad—I was surprised—nhe just laugiestjed his head, and
said ‘That’s my kid.” [You ask: How did your mom take it38he had a fit. She may still
be yelling for all | know. My uncle —he was really eps Now, he’s real neat. | can tell
him anything. | don’t really need you people. Any talking Ildio with him. [You say:
It's nice you can talk with him. We know how your mondalad and uncle feel about it.
How do you feel about getting suspended?] Well, it's mceway. | don’t have to sit in
all those stupid classes, but it just gets me further behimcnt to graduate so | can go
to college, but those classes are such a bore. [FroysJed crisis and from his
somewhat hostile attitude, you might have assumedéatould be quite negative
toward school and education. He does not like school,ebist ot particularly happy
about being suspended. You say: Classes can be a hmtmnses.] They—those
teachers—get me mad. | start cursing in class. Tleswarheard me and made me stay
after class. He asked me if | like him, and I told Hidgll, no! and ran out of the room.
He hasn’t liked me much since then. [You are develogisgspicion that Jerry’s temper
may be a problem to him, and you ask: Do you get angry ¢ftéa&h, | start cursing a
blue streak, and when | do, it feels so good that —ohydriiabeen doing nearly as
much....My mom had to go to California for a while, and mg¢ dad | had a really good
time. We laughed and joked. My mom’s back. Everythirfgack to the way it was.
[Jerry’'s comment that everything is back the same efllg/us that things are like they
were before his mom left, but it does not tell us matobut how it really is. You can tell



that he does not feel particularly good about the sitnabut you need to find out more
about it. You ask: What do you mean?] Well, | justrgatl. My dad screams at me for
the stupidest things. | turn up the stereo to drown himamat he just yells more. [You
make a mental note of the fact that Jerry fightsombe with his dad, but he does not
mention any fights with his mom. From his earlier cognts, you had suspected that it
would be the other way around.] Sometimes, | get so madugand throw rocks at the
dogs. They really bellow, and | feel better. [JetifyIsas not told you much about what
the arguments with his dad are about. You ask: What causédssle with your dad?]
Oh, getting up in the morning. There’s always a big fagidut that. You can hardly get
up at six o’clock when you don't go to bed until one-thirtyweo. [You ask: What do
you do to such wee hours in the morning?] | sneak lbmtsupposed to get married to a
girl down the road from me. She just got divorced. Aeogirl | met a couple of days
ago—I really want to go out with her. God! | don'tw&o get married. I'd lose my
freedom. A friend of mine got married, and his wife abadtheir child. | can’t see
killing anything. [Trying to better understand the precipigewent, you ask: Was there
anything other than the suspension that got your dad to baveoyne talk with me?]
See my wrists? My doctor—he sewed me up for the fourtd.tifYou ask: Were you
trying to kill yourself?] Yeah. | guess so. [Jerngglings about his friend’s wife’s
abortion and his trying to kill himself seem a little inssstent. You ask: How do you
feel about trying to kill yourself?] It feels goodlike to watch the blood run down my
fingers. My uncle caught me last time and told me toigulttold him, ‘Hell, no.” He
took me into the house and to the doctor. [You say: 86mm to value other people’s
lives but not your own.] Don’'t’ ask me why | do the thingi. | don’t know. [You

ask: It's confusing isn't it, not knowing why you do the thingsiylo?] Yes. My uncle
helps a lot. | don’t know what | would do if | couldn’ik@o him. | used to have a dog |
talked to, but he died. Animals are nice. They listeméaand love me. My dog gave
me a kiss one time. [You begin to see that Jeamntger and casual attitude about things
disguises deep feelings of loneliness and of not being loVadse feelings are so
extreme that he seems to feel more comfortable avithloved by animals than he does
with or by people. You recall some feelings of your dvaming to do with not feeling
loved, getting attention from and feeling close to anirmatsso on. You say: My
hamster—I like talking to him sometimes.] You haveamkter? | used to have one. It
died on me. I've had all kinds of pets: dogs, cats, snakmsea pigs, but they all died
on me.”

As we can see, Jerry’s red crisis gradually mellowethaas filtered through your blue
screen. He gradually calmed down, was less hostilehegah to relate to you.
Throughout the softening of his red crisis, however, kegnted many different kinds of
messages about a variety of people and situations. WAsesitively noted, each of the
messages had both a content and a feeling. Just amtleatachanged from message to
message, the feeling also changed. You carefully antgtaresponded to Jerry,
sometimes to the content of his message and somebrttes feeling.



UNDERSTANDING THE FEELING

As we become involved in the communication loop withitiokvidual and especially as
we focus on communication content, it is extremelgontant that we understand both
the meaning and feeling of each message.

As we try to understand the meaning and feeling dimensiorecbfraessage, we need to
be sure we do not assume that the individual feels thysowthat way about it. In the
case of the teenager who thought her boyfriend was goingith another girl, we may
have assumed that the teenage girl would be angryheitboyfriend. We would have
been wrong. She was, in fact, angry with the othébgtrnot with her boyfriend. Had
we assumed that she was angry with her boyfriend wiittleecking that out with her, we
would have been very much on the wrong track in working tr.

Mrs. N says, “I really didn’t have any interest.just doesn’t turn me on for him to come
home and say, ‘Well, do you want to do it tonight?aiddNo because that really doesn’t
do anything for me—I mean, you just can't say, Well, okiédyd say No, he’'d say,

‘Well, okay.” The next time he was alone, he would takehis sexual frustrations on
himself rather than bother me about it. [You ask: Do think the masturbation part is
bad? What do you think about it?] | don’t think thagally wrong, but it makes me feel
inadequate. | feel like I'm not satisfying him or somethiByt when he feels so guilty
about it, that's what really bothers me. If he coiglel like its okay and there’s nothing
wrong with it, | wouldn’t worry about it at all. We galbong fine most of the time, but
it’s just when he walks in and says, ‘Let’s do it Atlupsets me.”

Mrs. N is in a yellow crisis. She is apprehensive andoaus. As our picture of her crisis
developed, we learned that the conflict had something tattidive interaction between
her and her husband. The conflict seems to focus gadlgifaround their sexual
relationship. As we can see from the series of ngessdowever, she has the most
serious feelings about his verbal approach to her anéc¢héhit he feels guilty about
masturbation. She feels somewhat inadequate alongeeiind guilty because he feels
guilty. Even though her over-all mood, or affect,fraia and anxious and her crisis is
yellow, she has specific feelings about specific aspafcher situation. As we
communicate with her, then, it is important for us tdenstand the feeling that goes with
each message so that we do not misinterpret or mistaderthe message. As we think
about the crisis content, it is important for us to usiderd the meaning of the
individual's messages. When we ask, “What happenedMugt be sure that we pursue
things until we really do understand what happened. This uaddisg must, then,
combine with a similar understanding of how the individaals about what happened.
We are then very close to “really understanding.”

Ken, age twenty, talks calmly and quietly with you be hot line but seems a little sad.
You have been talking with him for a few minutes and askwinat he does not like
about marriage. “Well, | feel bad. | was the one wdiked my wife into marrying me.
She wanted to wait till we were sure, but | didn’t wantvait, and now | don't like it.
She doesn’t want to do anything. All she wants to do & $ibme. I've always been
active. | think it looks bad for a newly married coupl@+dne of them to go out by
himself. I've been sitting home with her. The onlynthive do is visit her parents. |



really love her parents. | don’t mind going over themee in a while, but she spends
from nine in the morning until midnight there on Saturdays$ Sundays. We never do
anything together, by ourselves. I've never seen anycaregehso much in my life.
Before we were married, she wanted to do things and gio mite places all the time.
Now she won't do anything. [You see that Ken is noyveappy about his relationship
with his wife, but “won’t do anything” is fairly vague. Youant to know a little more
clearly what kinds of things Ken is concerned about.détsn’t like something, but
what is it that he doesn'’t like? You ask: Won't do &img?] Even sex isn't good. She
just wants me to do it and then wants to go to sledmt din't much fun for me, and |
can't see how she’d like it much, either. She likegestle. | like to wrestle and play
with her too, but she tries to hurt me. She pinchesaradches and bends my fingers to
where it really hurts. She thinks it’s fun, but | donf get scratches on me from her
fingernails. When | ask her not to be so rough, she justrgal quiet and walks off.

I've really tried hard to talk with her about it, but ghst gets mad and says that we can
talk later. Itry, but she just doesn’t care to talkhwite about our problem. This sounds
really stupid, but I finally wrote her a letter. Slead it. She just stared at me. | asked
her to talk about it, and she said, ‘So what?" She'fepdy happy. | do everything I'm
supposed to —pay the bills, go to work, make sure she h#singe she wants, help
around the house. |told her she reminded me of my maeslly love my mom, but the
way she treated my dad is the same way she treatfyfoa.say: You seem to feel really
sad about this.] It sure gets to me. | can’t sleep) &ondit up everything | eat. [You
say: That's really rough. From your knowledge of depressia understanding of crisis
communication, you verbally speculate by asking: How dodeal with the angry
feelings you have about things with your wife?] | feiatkof guilty about this. No, |
don’'t know. Maybe | don't feel guilty about it. Anywalywent to a ball game the other
night. | had tried to get her to go with me, but shd she’d just stay home and watch
TV. Ireally was pretty mad when | left. Anyway, etran old high-school girl friend of
mine at the ball game. Well, | really was mad at nifg @nd figured, so what! If she
doesn't care, what difference does it make. Well,tbimg led to another, and you know
how it goes. [You say: | could guess. But why don’t yountel so | don’t have to
guess?] We talked for a while, and she was so nice anié gedtunderstanding. |
really enjoyed the attention, and she really made eldike someone important. | don't
know whether | love my wife or not, but | hadn’t hadttfeeling for a long time. We
went for a ride and made love. It was nice, and | prghall be seeing her again. At
least, she doesn’t scratch me and make me feel hkattacking her. [You ask: What do
you think your wife would feel if she found out about yod gour friend?] I'm not
about to tell her, but I’'m not sure it would make any défee to her. | could just pay
the bills and make sure she had everything she wanted, ansslii’'t have to bother
with me anymore. [You say: That must be a rather hepdé=ling.]”

As you talk with Ken, it becomes clear that he is deped and feels that his relationship
with his wife is hopeless. His crisis has a black ¢qual¥ou also see, however, that he
does not feel depressed about everything. Apparently, he bdgegdings about his girl
friend and enjoys that relationship. You might suspetthis wife would be upset if she
were to learn about the relationship. Ken’s feelindpad she wouldn’t care. In fact, she
might like the idea since it would give her an excusegapeven less attention to him.
The content of some of Ken’'s messages was somewhatun@s you talked with him,



you carefully tried to clarify the content of his megssawhile being sure that you
understood the feeling attached to the messages. Caxfuailyining your
understanding of both the feeling and content of his mesgagdually moved you to a
point of greater empathy and understanding. It is truekiatdid almost all the talking.
As you think about the discussion, however, it is imgrarto see that your comments
and questions gradually encouraged him to let you know more ddgofeteling and
content of his messages and of his situation.



MESSAGE CLARIFICATION

The development of this interaction model of crisis oamication shows content and
crisis feeling as separate but interrelated aspecte aimmunication loop. In actual
crisis situations, however, it may be helpful to thibkat content and feeling as parts of
a message clarification process. The individual has ided feelings that he wants to
communicate to us. He somehow puts these into verbalanerbal messages that we
have to interpret. How do we go about decoding or intéim his messages? We want
to know what he means and how he feels. As we begiartonunicate with him, then,
we might deal with each message by first clarifyingrtieaning and feelings. We could
say to him, “I hear you saying that things happened this"waie then restate what we
understood him to have said. Having done that, we say dtifigstwhat you meant, it
seems like you feel this way about it,” and tell him hegthink he feels. He has given
us a message, and we have responded by telling him what wetaoddmnsn to have
meant and how we think he feels about it. This helpsthink about what he meant and
what was involved in the situation as well as getting toifocus specifically on his
feelings. If we have accurately understood and “read” bigfgs, he will go on to give
us another message. If not, he will clarify his meapinfgeling. With each message,
we can go through this process of restating the meaningeahigf, letting him clarify
and restate if we were wrong, and continuing back ant totil we really do
understand. More importantly, this process lets him ktiawvwe understand. To push
the point one step farther, we can see that the patesessage clarification helps him
think more clearly about what is going on and helps hanfglhis own feelings. He has
used our skill and ability to enhance his own ability to ustded and think through his
thoughts and feelings. To summarize the idea of mes$agfcation, we want to be
sure that we understand both the meaning and feeling dimerfi@ach message. We
accomplish this by restating the message in our own wardigsking the individual if
we have accurately caught his meaning. In addition, flectdoack to him our
understanding of his feelings about the particular incigeson, situation, and so on.
This gives him an opportunity to see if we really do uridedshow he feels. If we have
misread his feelings, he can clarify them for us. Wecantinue the process of restating
and reflecting the meaning and feeling of the messagethmtihdividual agrees that we
really do understand what he meant and how he feelswilll@t go on to another
subject or question until we are sure that we really do statet what is being said now.
“I hear you saying..., and you seem to feel....” “l hear yourga.., but I’'m not sure
how you feel about it.” “You seem to feel..., but 'mtrsmure what you think about it.”

If we continue the process of message clarification wetiunderstand both the meaning
and the feeling of the message, we have reached a pbmhest, informed empathy.
This level of understanding and empathy is the major gaaisié communication.

We gently and persistently clarify each message frenntdhividual until our
understanding of his meaning and feeling is the same as l@sar&\then sincerely and
honestly able to say to him, “I hear you, | understand god | care.”

In our day-to-day relationships with other people, weasmmally feel that we are talking
with someone but not “communicating” with them. Thegess of message clarification
is an extremely useful technique in such situations. isrsantervention, however,



message clarification is critical if we are to avoigunderstanding or the feeling that we
are not “communicating” with the individual. With oundy, friends, business
associates, and so on, there is an equal and sharedsibgppmo be sure that we do, in
fact, communicate. In crisis intervention, the restality for clear and meaningful
communication is ours. This example of message datiin may seem very stilted,

and you may think you would never use this technique in any kimdesction,

especially not in a discussion with a person in sridlevertheless, you should at least try
it out the next time you get the feeling that you arecoodtmunicating.

Message: I'm sixteen now, and | don't think you shduddp treating me like a baby.

Response: | hear you saying that you think | treat y@udibaby and that it makes you
pretty angry.

Message: Yes, it makes me mad! You act as if | sheeddunt to you for every breath |
take and for every minute of my day.

Response: | hear you saying that | act like you havedouat to me for everything you
do or think, and you feel like that’s a bit much.

Message: It's too much. | don’'t know where you think yotuodle I'm old enough to
make my own decisions and to decide about my own life.

Response: It sounds like you are saying that you do notttrank have any right to tell
you what to do or to have any control over you, and whgnto tell you what to do or to
control you, you feel like | am pushing and interfering wibhu life.

Message: | didn't say that at all. | didn’t say thati don’t have any right to tell me
what to do. 1 just said that I think you treat me likeady. You want to decide
everything for me. It’'s not that you don’t have any rgghlt’s just that | think that you
can carry it too far, and that makes me pretty mad.

Response: | misunderstood. | thought you were sayind thdn’t have any right to tell
you what to do or to try to set some kind of limitsn glad we are talking about this.
Your point seems to be that you think | carry things topaad that's what makes you
mad.

Message: Yes. You just carry it too far. | don’t thirghould be allowed to do
everything | want to, but | do think | should have some freedad some right to make
my own decisions.

Response: You seem to feel a little better nowybatre finally getting your message
through to me. | guess the problem is where to draw the Gne.disagreement is about
where | do have the right to tell you what to do and whem't. Would you agree with
that?

Message: Yes. |think we should really get thatgitened out.

Response: | agree. | think we should get it straigitteut too. What ideas do you
have?

Message: | don't know. If | told you, you'd just get mgaia.



Response: | hear you say that you don’t know, but ktyiu probably have some ideas
about it. The problem seems to be that you don't thinkl lligtien. You figure I'll just
get mad about it.

Message: That’s about it.

Response: I'm sorry | have made you feel that wagidi't realize it, but | guess | must
have a habit of getting angry when you try to tell matwyou think and feel. That really
makes me feel bad. Would you be willing to try to tellwtet kinds of rules and limits
you think would be fair? If you will try to tell me, lilMry to listen without getting

angry.
Message: I'll try, but | don’t think it’ll help much.

Response: If you will try to tell me, | will try tasten. | hear you saying that you are
willing to try but that you don’t think | will listen wittut getting angry. I'm not saying |
agree with you or that we will necessarily do it theywau want it done, but | am saying
that | will really try to listen to what you are tking and feeling and will try to keep my
emotions and feelings under control. If we can talkuaiovith this agreement, | will
really try, and | want you to tell me if it seems likem getting angry or upset.



IN SUMMARY

Crisis feeling is a different dimension of communicatiban crisis color. Crisis color relates to
the mood or tone when responding to crisis. Crisisnigeélates to the messages we receive.
Each message has both a content and feeling associdtad Whe message has an objective or
factual meaning, while the individual has specific feelialgsut those facts. In addition to
understanding the fact or objective reality, crisis comication directs us to recognize and
understand the feeling as well. The process of undemstpadd responding to the feeling and
content of the message is message clarificationhemaurse of crisis communication, it is
necessary to understand and clarify both the conterfeafidg of the messages from individuals
in crisis. When we are able to do this in an effectiray, we are reaching a point of honest,
informed empathy with the individual. This level of enfipalets him know that we hear him,
we understand, and we care.



Part Il Relationship Building
Chapter 10 Relationships that Fail

To this point, we have focused on the crisis intervermimtess and have developed an
understanding of crisis communication. Relationship mglanoves our knowledge and skills
in working with people one step farther. As we haaens crises always involve conflict in the
interaction between individuals and their total situaioln the majority of crisis situations with
which you are likely to deal, the conflict will be betwe®e individual and one or more people.
That is to say, the crisis will involve conflict withame or more relationships. Typical conflict
situations reflect marital difficulties, problems iargnt-child relationships, employer-employee
difficulties, trouble between friends, and so on. #&loften than not, serious interpersonal
difficulty will be a central part of the crisis, aadserious upset or disturbance within an
important relationship will be seen as the precipitagment. It will, then, be helpful to look at
interpersonal relationships, how they deteriorate @whlp,” and how people can go about
building relationships with less conflict that do not epdin crisis.



A PROBLEM FOR EVERYONE

“Messed up” or severely conflicted relationships are ambagrtost common difficulties
confronting everyone in his day-to-day life. Teenageayg fimd it difficult or impossible to get
along with their parents. Husbands and wives may findtblegtare always fighting, or even
worse they may find that they have nothing to say th edleer. Parents may gradually discover
or be bowled over by the realization that they catonger communicate with their children.
Friends may drift apart and lose that special feelingéwh other, although they may still
continue to see each other almost every day. Neighaydight, co-workers may not speak to
one another, and everyone is uptight. Interpersomdlictoand tension are problems for all of
us in varying degrees—maybe only a little bit once in a wdrilmaybe a lot all of the time,
perhaps with only one or two people or perhaps with mogilpedlowever often and with
however many people, our relationships get messed up. Younglide do. It is a problem for
everyone.

Eileen, age eight, talks about her seven-year-old érotriou ask, “How do you feel about your
brother?” “Ecch! | can't stand him. We always fighie’s always into my stuff and won't stay
out of my stuff. Things are fine when he’s not thekHee comes around and everything gets
awful. When he comes in, | just get up and leave.nltdeant him to touch me or get close to
me or be around at all. [You ask: is it always that2va#yen’t there some times when the two
of you play and have a good time? Eileen starts to ¢e always fighting with me. | wish
they'd take him away. | don’t want to have a brothafou say to Eileen’s mother: it sounds
like Eileen is pretty upset about things with her broth2e.you agree that it's always bad?]
Yes, | think she really hates him. [You ask: How doeéelel about her?] There’s no love lost.
It seems like he can't stand her either. [You askdfil How do you think your brother feels
about you?] | don't care. | hate him. He hatesaoe i wish they would take him away.”

Jane, age fourteen, is talking about her relationshipsh@ol. You ask, “How do you get along
with the other kids at school?” “l don’t know. | dotftink they like me. [You ask: What kinds
of things make you feel that way?] | don’'t know. Tleay be laughing and joking around, and
when | walk up, everybody stops talking. Sometimes winenvalking down the hall, other

kids will be talking by their lockers or something and lookroat me and start laughing. [You
ask: Is it that way with all of the kids?] It seethat way. | don’'t know why they don’t like me,
but | sure don't think they do. [You ask: Do you try tokendriends with the other kids?] | want
to, but it’'s hard. | can never think of anything to sayust stand there and get nervous. My
stomach starts tying all up in knots, and | get scar¥du psk: Do the other kids notice this?] |
don’t think so. | don't think they pay any attention to exeept to make fun or laugh or
something. [You ask: How do you get along with the teacaed the other adults at school?] |
get along fine with hem. I'm just the kind of person theglly love. | don’'t make any noise or
get into trouble. 1 do my work and always get good gradesy fidally like that. Sometimes
they want me to answer a question or ask me somethaigsis, and | get embarrassed or afraid
to talk. | think maybe the other kids will think I'm a shdfvar something. [You ask: Do you
say Hi to the other kids or try to strike up a relationship them?] No. | don’t say anything to
them. Sometimes they look at me, and | just look laaxckget nervous.”

Karen is nineteen and works as a secretary in an offfce ask, “How do you like your job?”
“I like the work, but can’t stand those people | have tokwaith. They're all such big gossips
and are always talking about one another. [You askd®Lkhey gossip a lot?] That's all they



do, and they have so much room to talk. This one girl kwath doesn’t know anything about
the job and never does any work. She just stays thgyatbgg up to the boss. [You ask:
Putting up to the boss?] Yes. You know. She twists ek back and smiles at him and gives
him that look. She just builds up his ego, | guess. El&saaway, and then she starts talking
about him, saying how stupid he is and how he doesn’t knowthisnd just really puts him
down. If there is anything | can't stand, it's someorm®us two-faced. All of them there are
like that—two-faced. The first day | was there | toite@f them about some trouble | was
having—some really personal stuff. She couldn’t watetbthe other girls about it and have a
really good laugh. I'm going to get something on her aréteryone.”

Mr. and Mrs. O are talking with you about their mardddiculties. Mr. O says: | as talking with
some of our friends, and they said you might be ablefmus. | don't know what’s wrong. |
guess we just can't communicate. Mrs. O says: You knbat's wrong. I've tried to tell you
enough. He just won't listen. You just don’t carer. & says: Now, honey, you know that isn’'t
true. You know I really love you. You know I'd—Mrs. O: You don’'t know what love
means. | really don’t think you are capable of loving aeyollr. O: Now, honey, don’t get
upset. We're here to talk about this. We really needM#s: O sarcastically: Now, honey;
now, honey; now honey; don’t now honey me. You adveeet and nice and like you're so
interested and concerned. You ask: Do you two hassléhigall the time? Mrs. O: This is
mild. You should be there when we really get into itc. @ That’s true. You can see how she
is. She’s always that way. She won't —M¥rs. O: That’s it! | knew you'd do it. You want
everyone to think it’s all my fault. You just wantlitame. Mr. O: What do you mean | want
everyone to think it’s your fault? If you'd quit whining ands acting like a spoiled little brat,
everything would be fine. It isn’t any wonder | don’t pay atigrion to you. Mrs. O: That's
the only way you think of to solve anything, just yell, anth#t doesn’'t work, beat it out of
them. You just better never try. You ask: Do youculsions usually end up in fights like this?
Mr. O: Usually. Mrs. O: Yes. That’s the way it usy@oes. You ask: Are there ever any good
times? Mr. and Mrs. O glance at each other and flgddéwdul grin between themselves. You
say: That looks like a good feeling between the two of ydus. O: | love him. | have no idea
why, but | do. Mr. O: you know why. It's because ieally good sometimes. Mrs. O: It
doesn’'t make sense. It's so good one minute and so badxthd’'nereally scared that the bad
times are getting more than the good times, though. MFhét's why we’re here.



WHEN RELATIONSHIPS BREAK DOWN

What do we do when our relationship with someone quits wgPkiti that someone is close to
us or important to us, we cannot very well just folgatut it, ignore him, or pretend there is no
problem. Teenagers cannot completely avoid their panestents cannot just ignore their
children. Husbands and wives cannot simply avoid all comtdéh each other. Neighbors and
co-workers probably cannot cut off all communicatiorad Belationships cannot be avoided or
ignored in the hope that they will “just go away” Iyetselves. Willingly or unwillingly, we
have to deal with the problem in some way. Theredreourse, many styles or patterns of
coping with severely conflicted relationships. Some pedphl with the problem by yelling.
They are experiencing intense and uncomfortable feelingsthey try to force other people into
compliance, giving in, changing their behavior, feelingedéhtly, or otherwise acting like they
want them to. If you would just straighten up, act yage, not be so unreasonable, behave
differently, love me, forget about the past, be magtnastic, not always be nagging, come
home earlier, and so on; if you would just change, elationship would be okay. The yellers
attempt to have their way by throwing temper tantriumgatening, accusing, or otherwise
badgering the other individual into changing.

Other people deal with unhappy relationships by falling intortie of the pouter or “stiff upper
lipper.” Since things are not going the way they waetrtho go, they withdraw, refuse to
communicate, are unhappy, make everyone else miserafise to interact, and are usually
“pouting” like small children. They feel that they hayeen abused, taken advantage of, and that
their feelings are not being recognized or responded tihins do not work out after a while,
they stop pouting and take a stiff-upper-lip attitude tovtaedoroblem. They will go through
the motions but no longer be involved in the relationshipey will fulfill their responsibilities
and carry out their duties. They will behave as ifrgveng is fine but will remain emotionally
detached from the relationship. In extreme situatides; will play the role of the martyr and
feel that they are making a great sacrifice for the sd the relationship. In other situations,
individuals may decide to terminate the relationship througbrce, suicide, running away,
firing a good employee, quitting a good job, moving away, anoins Other people simply
attempt to avoid bad relationships by going out of their twageep from seeing their former
friends. Couples continue to live together but “go teeparate ways.” Parents just “give up”
on children and let them have their own way, and soldw yellers, pouters, stiff upper lippers,
and quitters are all, in their own ways, trying to deth severely disturbed relationships.

Perhaps as common as these coping styles are ¢ffamsvind, unravel, and figure out
relationships that are approaching the point of no retBarents having difficulties with teenage
children will attempt to understand how the problem gotesiasthen the children were little.
They will go over incidents, events, and episodes thdelycontributed to the present difficulty.
Similarly, couples will look over the years of theiamages trying to find out just where things
went wrong. This usually does lead to some level of uralestg with the resulting belief that,
“if we had it to do over again, we would do things quiteedéhtly. Then things would be better
now.” The people in the relationship focus on “what werttng” and agree to avoid that
specific problem in the future. Things go fairly well gBowhile, but then the relationship begins
to deteriorate again. Either the same problems ocawewiproblems come up. Their efforts to
repair or “fix” their relationship have not been very sisstgl. Sometimes, of course, this fixing
or repairing process is effective. In severely conflicie extremely deteriorated relationships,



however, a small adjustment, a quick repair job, & lftking is usually unsuccessful. Itis a
little bit like cooking stew. Sometimes the stew magada little more salt or a little stir. That
works quite nicely when the stew had few problems to begin Really bad relationships,
though, are like stews made with the wrong ingredientsiored in the process of cooking. A
little fixing or a few quick repairs will not help veryuah.

The reality is that bad relationships, especially wihey tire close or important relationships,
cannot be fixed. They are nonrepairable. This is pdatiy true of relationships between
parents and children, close friends, and husbands and viReesll the way relationships
develop. First, consider two people who do not know e#uér. What kinds of things must
happen to move them from where they do not know each wiliéhere they have a close
relationship? The development of a relationship ismpticated and complex process involving
many things. As a foundation or first step, individualsst recognize and remember each other.
Of the people you have met, how many of their name®dagmember? How many would you
recognize if you saw them today? Next, how many wouldgeize and remember you? Thus,
people need at least to recognize and remember you? Thp# peed at least to recognize and
remember each other before they can develop a closenpodant relationship. This point of
recognizing and remembering each other can be thought of a©peinFrom point one,
hundreds and thousands of little points must be reachlee iielationship is to develop and
grow. At each of those points, certain ideas, thajdaelings, beliefs, perceptions, notions,
attitudes, assumptions get into the relationship. Thegeomghought of as small elements or
bits that go to make up the relationship. Children leaouttheir parents’ past lives, their
personalities, what is acceptable and not acceptahledlationship, and parents learn about an
equally wide variety of things about their children. Friefid$ meet, recognize, and remember
each other and then go through a continuing process of ddtebits to their relationship.

The same kind of process goes on between employersrapidyees, co-workers, neighbors,
relatives, and so on through the whole range of sigmfiand important relationships.
Relationships come from a growing/developing process thgtgsses bit by bit.

In relationships between parents and children an imggptant is relatively easy to see. Just as
little bits are continually being added to the relatiopshoth parents and children are growing
and becoming. If we see that along with the proceasldihg bits to the relationship both
people are growing and becoming, we can see that sonad@idévays being dropped out or
omitted from the relationship. As a simple examplegnwhee was a baby, his mother had a
“bit” in their relationship saying that Lee is unable to waatid needs to be carried. As part of
their relationship, then, his mother carried Lee winely needed to go somewhere. As he got
older, however, the “Lee-needs-to-be-carried” bit wapped, and his mother no longer carried
him. When Lee was three, he had a bit in his relationsiiphis mother that said she would
help him pick up his toys. He wanted to keep that biteir tielationship, but by the time he was
five, his mother had dropped that bit and had put in a bit sayatd.ee was old enough to pick
up his own toys. When Lee was five, he thought Dad coulke raaything work out and fix
everything. Over time, however, Lee’s relationship vaihdad changed, and Lee replaced the
old bit with a new one that said that Dad has limitatjdoo. As Mom and Dad watched Lee
grow, however, they were also growing and changing. akust their relationship with Lee they
were always adding and tossing out bits, in their relatigp with each other the same kind of
process was taking place.



As a matter fact, it is not difficult to make the gealzation that any close and important
relationship is always changing and growing. People Jdyngs aren't like they used to be
between us.” You say, “That's normal and healthyhitigs were the same as they used to be,
that would mean that your relationship has stagnated anad &viable, living thing.” To

borrow a term from the palm readers, this growing etging, maturing becoming, living
process within relationships can be thought of as a re#dtip’s lifeline. It moves, sometimes
evenly, sometimes unevenly, but it keeps moving. If pstthe relationship is, for all purposes,
dead. The people may continue living together, they raagiraie interacting from time to time,
they may continue going through the motions. The \itahg relationship is, however, gone.

As we continue our focus on the fact that severelyridetted relationships are nonrepairable,
think about the fact that the two individuals in the tietasship are also growing and becoming.
They each have a lifeline of their own. The notioma @heaningful relationship is becoming
more complex. The relationship has its lifeline, and Byguraportant, both individuals have
their separate lifelines. Their lives touch each offi¢hey are concerned with and are about
each other; they are involved in an ongoing relationsNipvertheless, the two individuals are
also in pursuit of their own lives.

Both people are continually involved with and care aboulifilee of their relationship. At the
same time, their humanness and inherent nature pressdivamnd the pursuit of their lifelines.
As this life process continues, the individuals haveaetaat “point one”—they have recognized
and remembered each other. From that point on, th&ynoe adding and dropping “bits” into
and out of their relationship. Perhaps most of thetlhig added and dropped were the same,
and were added and dropped at the same time. Inevitablyyégweme bits were different,
and the timing was not always the same. Both individualépand took out some bits different
from those put in and taken out by the other person.r@het is that the relationship is not
made of the same bits for both people. They do not bethdwactly the same feelings, ideas,
notions, perceptions, attitudes, likes, dislikes, disapp@nts, and so on, in reference to their
relationship. This process of adding and dropping bits malydaght of as the building process.

Just as the relationship has its building process—the @dduh dropping of bits over a period of
time—each individual has his or her own personal buildioggss. They have specific notions
about themselves: attitudes, beliefs, feelings, prejudmases; thoughts about how their future
will be; expectations for themselves; interests, lilkesl dislikes; and so on. As the two
individuals grow and become, they have their individual @se®f deciding who they are, who
they want to be, how they ought to be, why they ard,s® on. They are separate and distinct
individuals. Just as they each have their own life gge@nd their relationship has its life
process, they each have their own building processhamdrélationship has it building process.

The nearly incomprehensible complexity of relationsklipss not stop here, however. Inthe
discussion of crisis communication, it was seen‘tmgissages” within crisis communication

have both content and feeling associated with therts vdihin close and important

relationships have a similar quality. Each bit has ammg and value associated with it. A
husband may have a bit in his relationship with his wifengaghat she is a fair housekeeper. So
long as the house does not get into too much of a mesgyhaot place very much value on

neat and tidy houses. His bit about her housekeeping,dls® has a value that says her being a
“fair housekeeper” is fine with him. She may have aHat says he is too serious and has a poor
sense of humor. She may place a very high valuegmod sense of humor and thus feels bad
about his being too serious.



The examples could be continued to include any bit indlagionship. The point is, though, that
every bit in the relationship has both a meaning and a a#tlaehed to it. Parents and children
may both have a bit in their relationship that saybdstis necessary.” The parents may place a
very high value on school, while the children may sees iess important. This value difference
is then a source of conflict in their relationship.eylagree that it is important. The
disagreement is in terms of “how important.” A mothad her teenage daughter may both
agree that the daughter’s room should be clean. Theyheayconsiderable disagreement,
however, over the meaning of clean. The mother thirks‘thean” means that everything
should be put away and in its place. The daughter femiSdlean” means that the dust should
be wiped off enough so that she cannot write her nanieeotop of her dresser. In any
relationship, the meaning and value place on the bitatrrétationship are a potential source of
conflict.

In addition to the meaning/valuing process within the @tetip, both individuals have their
own persona meaning/valuing process. They have theisemse of should and shouldn’t, right
and wrong, acceptable and unacceptable, appropriate and inagerapmeortant and
unimportant, and so on. They each have their life ggabeir building process, and their
meaning/valuing process outside of their relationship. dti@ge dimensions are also an
integral part of the relationship itself.

A fourth process within the growing and becoming of reteghips completes the overwhelming
complexity of ongoing, ongrowing relationships. This foymtbcess relates to how the
individuals put the bits together. Suppose they are sigeémrowing an important relationship
between themselves. It is important to each of ttienthey put the relationship together in a
loving and caring way. With sixteen-year-olds, it cars&en that each probably has his or her
own notions about how the relationship should be put togeffteis can be called the

“blueprint” process. The blueprint process tells the teesdgmv their relationship should be
put together, what comes before what, and how thearédtip should look at each stage. Both
teenagers have some notion about what kinds of thingandrare not acceptable in the
relationship; and what different kinds of ideas, feelirags$ions, activities, and so on should look
like in relation to and in proportion to each other. Witisbands and wives, the blueprint
process shows how a good relationship would look if theg werachieve one. With friends, the
blueprint process has to do with “how we would know atid we had one.” At a conceptual
level, the blueprint process is the organizing, integratingiple within close and important
relationships. Of course, along with the blueprint protaskis significant and meaningful
relationships, each individual has a what, and wheis; wehere he is going; why he is going
there, and so on. This blueprint process gives meanindigeudion to each of his life
processes. Similarly, the blueprint process gives meamdglirection to the life process of his
relationships.

At the center of a close and important relationshipntlis the life process of that relationship.
The building process gives content and substance teldt@nship. The meaning/valuing
process adds depth and character to the relationshiplyFthal blueprint process gives
structure and direction. As the relationship grows, @&ckon in the relationship is involved in
these same four processes on an individual level, aisdgltontinually growing and becoming
an individual.

As figure 6 shows, close and important relationships irevoMo individuals (me and you) as
well as their relationship (us). As the arrows sugdhbstlife, building, meaning/valuing, and



blueprint processes merge into the US box, as wellt@asha ME and the YOU boxes. The
important point here is that when a relationship issseel up” it is the US box that is in severe
conflict or not working. Nevertheless, the difficulty yriae strictly a result of difficulties in the
relationships or it may be a result of difficultiesaither the ME or the YOU box. Alternatively,
the relationship problem may arise because the ME ®héan growing and developing
differently and inconsistently with the YOU box. thrat event, the two individuals are gradually
getting to a point where their relationship does not rtiest needs, meet their expectations,
serve the interest of their growing and becoming, ar@hsoCompounding the complexity of
close and important relationships to the final extremesider the fact that even if one truly
understood a relationship at a given point in time the geaseinfluencing that relationship are
continually changing. This means that the relationshipsisif, continually changing and is
never the same. Considering how truly complex theioelship or US box really is and that
individuals have an US box for each of their closeiemgbrtant relationships, the man who says
he enjoys an uncomplicated life must be unmarried, wWorleahave no parents or children, and
have only one friend who just comes around twice a fggdunch.

Linda, age seventeen, is talking about the difficulilesome of her US boxes. You ask, “What
have you been doing?” “Ronnie and | made up last nighy, iBs fun to have a fight. Making
up is really nice. That Ronnie, he’s something else. r@inate he can be wrestling with me

and really hurting me. The next minute he can be asedfgentle as he can be. [You say: You
seem kind of nervous today.] Yeah, | know I'm nervolige been nervous all day. [You ask:
Does your nervousness have anything to do with Ronnie@h’t khow. It might have to do

with school. | got my grade card today and got two Fisiay be missing too much school. I'm
behind already. | don’t know why | keep going. | probabiyudth have quit a long time ago.
Maybe if I quit, | could come back sometime to night sé¢lamal finish. [You ask: Do you think



quitting school would help things any?] | really want éoam airline stewardess. If | quit
school, that’s out. | think maybe you have to go téegel to be an airline stewardess. Anyway,
quitting school isn’t going to help that any. | doubtdould meet the qualifications, anyway.
School’s a big problem. | don’t mind the work so much, ledan’t stand a couple of those
teachers. | don’t know why | get along with some andwith others. There’s that one in
particular | just can’t stand. That's okay, | domiink she can stand me, either. [A little later in
the conversation, you ask: What kinds of things are imlapbto you?] Nothing much other than
having babies and taking care of my horse. | told Momntw@have a baby but | don't want to
get married. | asked her what she thought | should do aketut$he told me if | got pregnant
she’d make me have an abortion. | sure set her dtraigfolder sister got to keep her baby.
[You ask: Have you talked with Ronnie about having babies?] We’'re not into that kind of
thing. We just have a good time, but we don't talk abeat/f stuff like that. You know what
my doctor asked me? He said—you’re not going to belieige-the asked would | go to bed
with a guy | just met? He must think I'm a little trarar something, but I'm not. [You say:
You seem kind of confused about boys, babies, schodhagsde with your mother.] Yeah, | get
confused, and | can’t figure things out. | can’t talk pngblems over with anyone. Everyone
always talks to me about their problems, but | calk to them about mine. [You ask: Do you
have any idea why it works that way?] No. But | negtt mad about it. | get tired of playing
‘shrink’ to all my friends. | listen to their problemsyt they won't listen to mine. It just seems
like everybody uses me and wants me for whateverdaeyet. | don’t know why | keep
trying. My own mother doesn’'t even care enough torist8he thinks we have this great
relationship, but it's just because | sit and listeh@éoyak on and on. If she only knew what |
really thought, she’d have a hemorrhage.”

As you talk with Linda, would your approach be to suggest tiataok at her relationships one
at a time and try to repair them? Your approach wouldgimglbe to help Linda think about her
pattern of relating to people, how she gets into certauofskof relationships and how she should
go about building more healthy, satisfying relationshipseanfature. Suppose, though, that
Linda were involved in only one severely conflicted rielaghip. Would you then suggest that
she attempt to fix or repair that relationship? Fromiaerstanding of the growth and
development of relationships, their overwhelming compjexind their nearly incomprehensible
intricacy, it would be far more preferable for you to dade that seriously deteriorated
relationships are not fixable—they are nonrepairable. appeoach would be to encourage
Linda to “stop and start all over again.” When a refeghip is really bad and someone invites
you to “try to work things out,” it would be the bettertpaf wisdom and understanding to
refuse. You might offer instead to build a new relalup, with no effort being made to repair
the old one.



IN SUMMARY

In the course of your crisis intervention work, mofeen than not, the crisis will be related to
severe conflict or deterioration in the interactiobasen the individual and one or more other
people. Crisis usually has to do with problems in retesthips between people. Everyone has
some degree of difficulty in interpersonal relationshipgwever, this difficulty usually does
not reach crisis proportions. Sometimes, howevercdhdict and disruption in a relationship is
So intense that it really is a crisis situation.ofle unfamiliar with the social interaction
approach to crisis intervention, and having little understgnolf the crisis communication
process, as well as not being familiar with the precéduilding relationships, will usually be
inclined to try to fix or repair the crisis relationshipo do this successfully would require
insight into and understanding of the life process, uglgirocess, meaning/valuing process,
and blueprint process for each individual and for theiogighip, as well as an ability to
maintain this insight and understanding as the relatiprdifanges over time. That insight and
understanding would, of course, need to combine with a exnaptay of skills for dealing with
the intensely complicated maze. Finding this unusual lefvinsight, understanding, and skill in
one counselor or therapist is theoretically possiblasbabout as likely to happen as finding a
chef who can “save” the stew after it has been sdyvéurned. For most people involved in
crisis intervention, it is definitely more reasonatadexssume that the really bad relationship is
nonrepairable. Does that mean there is no hopedanthividuals? Of course not. Instead of
trying to fix or repair their old relationship, your skilknd energies can be used to help them
build a new relationship.



Chapter 11 Building an US box

The key to building an US box is remembering that treicgiship is not repairable, and that it
IS not going to serve as the foundation for the ndatiomship. To do this, it is important to help
the individuals see that the “us” in their relationskipmd will be only part of their individual
worlds. Husbands and wives, for example, sometimearatcfeel as if their entire world is
shattered when their relationship stops working. The $himg can sometimes be seen when
parents or children discover a bad relationship. In getieason for thinking that the world is
coming to an end is that people tend to wait too long—faraig-+before they accept the fact
that the old relationship has “gone to pot” and will notknanymore. Compounding the
problem is the fact that people tend to do some ratraangs things when they see that the old
relationship is no longer functioning. Married people simes decide to have another child.
Teenagers decide that being physically closer might Helgnds quit speaking to each other,
and so on, including those typical coping patterns dssmisy Chapter 10.

As you work with people in conflicted and crisis relatiopshit is important to help them
maintain focus on the goal of building a new relaglop, while avoiding the trap of trying to
repair the old one. The focus is on building a new b6 bt is important to see that the goal is
not to change the individuals, building either a new ibd& or a new YOU box. They simply
need to focus their attention on building a new US bblxey say to you, “But we will both have
to change.” No. That notion should be put under the headifagn @ld wives’ tale.” The old
adage says that when a relationship goes bad, both pedpgtawvelto change. This is not only
silly but also quite unlikely. As individuals, people usuallymd change very much, and then
only grudgingly because they feel they have to. They lbetnave a little differently. They may
slightly modify some of their habits, reactions, dedsrexpectations, and so on. But they are,
nevertheless, the same people—relatively unchangedrdoing. It is not unusual, after a
crisis experience, to talk with people who indicats things are much better, their new
relationships are more satisfying, but they are the sanleey have always been. “l don't feel
any different. | am the same as | always was. thigsnew relationship that’s different. That's
what makes the difference.”

Individuals who are involved in the process of buildingeavy US box must agree that, as
individuals, they are each all right. They will nathd do not really want to, change each other.
They only want to build a new US box. If either indival is unable to accept the fact that the
ME box and the YOU box in the relationship are all tigte and they are wasting our efforts in
trying to build a new US box. Recall that the buildprgcess adds bits to the relationship. If
one of the builders thinks that the other one is naidit, he will add many bad bits to the US
box about the other person. As these bad bits acciamthatnew US box will begin to
deteriorate. Similarly, if either individual has bderced to make substantial changes or life
adjustments, he or she will gradually resent the pressuat use of force. Bad bits related to this
resentment will begin to slip into the US box, causirtg o bad. To begin an US box, both
people must agree.

1. I am all right the way | am.
2. You are all right the way you are.
3. We are going to build an ongoing, ongrowing US box thatéeptable to both of us.



As you work with people involved in conflicted or crisis t&aship, if it becomes apparent that
they will not agree to these three basic rules obo$building, you should refuse to take the
process any further and should encourage them, as indivittualsve their energy and emotions
for other times and other people.

Mike and Mary have reached a point of crisis in theirrrage. You ask: How can | help? Mike
answers: Our marriage is on the rocks. We have thrak cnildren who deserve a normal
family. We have to get things back together for theltes You ask: How do you see the
situation, Mary? Mary: | agree. There’s nothing thaging to help our relationship, but at least
we have to learn to be civilized for those kids. You ¥au both seem to feel pretty hopeless
about your marriage. What good do you think it will do th v&th me about it? Mike answers:
You can make her understand that she has to stay huiriale care of those kids. She can't be
always running around and spending all of her time overeateighbors’, drinking coffee or
whatever they do. She has responsibilities at honte| expect her to do them. Mary: Don'’t
talk to me about responsibilities. It's not me thgosng out all the time, coming home drunk,
acting like a wild man in front of the kids. Mike: G#t my back! | married you, didn't 1?

Don't | go to work every day and pay the bills? Youdavwre than a lot of people. | never told
you I'd love you. |told you I'd do what'’s right by you.married you, didn’t I? Mary,

beginning to cry: Yes, and | wish you hadn't. | didn’tdoyou then and | don’t now. | can’'t
stand you. Mike: You might was well stop that. It's going to do you a damn bit of good. |
told you with the first one I'd help you raise it. I'mot sure the other two are mine, but | told
you I'd help you raise them too. You can just get off gaff and quit acting like a little hurt
puppy. Mary: But | never thought it would be this wayhdught maybe we’d get something
worked out, and things might really be okay. Mike: Thiags okay, if you'd just quit acting

like they were supposed to be something they aren’t. YauNsasher of you seems to feel very
good about the other one. Mike: She knew what the desl Wwdon't feel any different about
her that | ever did. 1told her I'd do what'’s rightddim doing it. Mary: | know, but | can’t deal
with it this way much longer. It's getting to me. MiKThen get out, but if you go, you're sure
not taking those kids. Those kids are mine, and I'm gturigke care of them. If you want to
leave, leave—but you're not leaving with those kids. Wihcan't leave the kids. You know
that. Mike says to you: That's where it is. Thatisere it always ends up. She threatens to
leave, and | tell her she’s not taking the kids, andsalge she’s not leaving without them. It just
always ends up there. That’s not good for me or fardret especially it’s not good for the kids.
What are you going to do about it? You say: It's notpmgblem. The problem belongs to you
and Mary and the kids. The question is, whatyaregoing to do about it? Mike: | don’t know.
That's why we’re here. You say to Mary: What do ybmk you will do about the situation,
Mary? Mary: | don’t know.



A CARING PROCESS

Only when both individuals are at the starting point—eagheing that the other is all right and
that they are going to build an US box with care and @wreare they ready to build a new
relationship. Now, how do they build an US box? Mhbwof it is fairly simple. Theloingof it

is extremely difficult and requires much time and agrifirst, they will each encourage and
promote all of those things involved in the life proceSsnilarly, they will discourage and
avoid anything and everything that interferes with thedrecess. Basically, this means that
they will each, as individuals, recognize, respect, aod@age the other person, and that they
each can and should expect and receive respect and egyeoerd from the other. Whether the
individuals are six or sixty, the process begins by reeigmiand accepting the fact that their
relationship involves an US box as well as a ME boxai®U box. Each person should say,
“My ME box is mine, and you stay out of it; only withyrqpermission can you interfere with it.

If you keep this part of the bargain, | will do the sawmeybu. We each have our own lives, our
own interests, thoughts, and ideas, and that is goodUSnox is only a part of our lives.”

When a baby is born, he has almost no ME box. ldémsst totally involved in an US box he
shares with his mother. As he matures, he graduallyaiza ME box, and in turn, his ME box
becomes involved in many US boxes. This growing and bexpisicentral to his life process.
As people build an US box, they must recognize and remetimdtethey each have their own
individual life process. Although it is hard to do, childrezed to see that their parents are
growing and becoming, that they have their own life pgees. In any important and close
relationship, whether it be between children, betweend&rland adults, or between adults,
recognition and encouragement of the life process isalritAs people begin the US box
building process, their contract starts with:

1. We recognize, accept, and will encourage our individuapliéeesses, our growing and
becoming as separate and distinct people.

2. We will avoid interfering with or trying to change eaather’s life process. That way we
can devote our time, energy, and caring to the growindaodming of our
relationship—its life process.

The central point for both people to accept is that #reyas individuals, growing and becoming
and that their relationship—their US box—must keep péicie does not, their bad relationship
will continue, and their US box cannot grow. If tlean start at that point, they then need to
develop some way of deciding what bits get into theiricelahip and what bits stay out. As
they start to build their new US box, they must neardlgsstart with no bits. This is extremely
difficult and emphasizes the importance of startimpwa relationship instead of trying to fix or
repair the old one. As you work with individuals in theginning stage of the US box process,
you will want to help them become alert to assumpfiaeas, beliefs, feelings, attitudes, and so
on, that they are trying to carry over from their mdthtionship. It will be very easy for them to
subconsciously or unintentionally use bits from the eldtronship without agreeing about
whether or not these bits can go into the new relshipn They will need to come up with some
process or set of rules about how bits get added to or dtapp®f their new relationship.
Although, ideally, every bit should be discussed and evalustore it is added to the
relationship, this is not really possible. Both individuaill subconsciously or unintentionally
put bits into the relationship, and you, despite your bé&sttef will not be able to recognize and



pick up on every bit going into the relationship. It is impot, then for the individuals to have a
way of confronting each other about bits that seebetm the relationship. Those bits needing
discussion are usually feelings, perceptions, judgments, texjpes, and so on, that seem to
have slipped into the relationship without discussion avgeition. The rule is, of course, that
any important bit put into the US box by one individual caly be put in if he tells the other
person about it. If we are building an US box and | lzabé that says that you are pretty, smart,
unfair, lazy, too rough, bad tempered, too skinny make extrafoorke, or any of a million
other minor to major important bits, | have to tell yadout it in some way before | can put it in
our US box. At the same rate, if you have a feelingadief that | have put an important bit in
the US box without letting you know is some way, youehavight and responsibility to
confront me on that. At that point, we will discuiise particular belief, thought, idea, notion,
and so forth, to decide whether or not it will stayha relationship.

In addition, you may have some important bits about wiuttsat you want in the US box. You
may want me to believe and understand things like: yourdieyou don't like messy cars, you
get angry when | come home late, you have a probldimgalsleep and don’'t appreciate my
getting up and making a lot of noise right after you rgavee to bed, and so on, until you have
included all those things you want me to know, think, ancebelabout you. Parents and
children, husbands and wives, friends, and so on, welline develop a way of letting each other
know what bits are being put into the US box as well lagt \wits about themselves they would
like put in the US box.

We can think of some important bits that usually go intobdges. Only the extremes have
been listed, but each of the bits comes in a lotwh$oand varieties. The list is, of course,
neither all inclusive nor exhaustive. It is only intethde be suggestive and that it may stimulate
your thinking about kinds of important feelings, thoughtsebglideas, and so on, that typically
go into US boxes.

You are:

pretty—ugly

loving—cold

smart—dumb

happy—sad

fun to be with—not fun to be with
fair—unfair

gentle—rough
reasonable—unreasonable
ambitious—lazy
considerate—selfish

As individuals become involved in the US box building pes¢¢hey add literally thousands of
bits to their relationship. In addition to this procekadding bits to the relationship, however,
they need to develop rules and agreements about the podckspping bits from the
relationship. For example, “I thought you weren't tryibgt now | think you are.” ... “l was
annoyed with your sleeping so much, but now | understangolbateally are tired.” ... “l was
upset with you, but I am not upset with you now.” ... “l tholugbu were a responsible person,
but | do not think so anymore.” ... “I thought you were the kihdeyson who would lie to me,
but | do not believe that anymore.” Bits that get tossgdbthe relationship of course may be
very important or may be fairly unimportant. Both induals need to know, though, when bits



are being tossed out. As they think about building trewr US box, they have already agreed to
recognize, encourage, and not to interfere with each otliferfgocess, while working on their
relationship’s growing and becoming. Now their contraeids to expand to include further
agreements about the building process, so they continbe wit

3. We can only add bits to our US box after we have in seayelet the other person know
about it.

4. We each have some bits about ourselves that we ward smltlee US box, and it is our
responsibility to let the other person know about thmtse

5. If we feel that a bit has been added to the US boxowitHiscussion or understanding, it
is our responsibility to confront the other person ableist &nd it is his responsibility to
discuss the bit with us.

6. If either of us is going to toss a bit out of the rielaship, we have the responsibility to let
the other person know what we are going to do, and wehaoth a responsibility to
discuss it with each other.

Following their agreements about the life process arndibgiprocess, the individuals need to
develop some understandings and agreements about the mealning/process. They must
develop some understanding about things like: what's good;shidat; what's important,
what’s not important; what's necessary, what isndassary; what's acceptable, what's not
acceptable; what'’s fair, what’s unfair; which things htveo with love and caring, which
things are not related to love and caring. In most relships, one of the greatest sources of
conflict is over the meaning and value placed on eleniente relationship. For example, a
husband and wife both agree that the husband is overweighthinks this is an extremely
undesirable thing and wants to make every effort to losev¢iigght. She thinks being a little
overweight is healthy and gets angry with him when les to diet.

Another example, a teenager agrees to be home at 1MOOH® parents think this is an
extremely important agreement and that it should be leptspecifically. The teenager does
not think it is a particularly important agreement arttfeat it wouldn’t matter so long as he
was home by 11:30. When he came in at 11:25, there vatisest heated argument. For the bits
in the US box, both individuals agreed to put them thént it is quite possible, however, that
they may not be placing the same meaning or value oa thtssin the US box. That can cause
conflict and confusion. As they build their new US bibvey will want to give special attention
to the meaning/valuing process.

Nancy and Paul have been dating for a few weeks. Phgsical relationship had been fairly
mild, mostly at Paul's insistence. Nancy could not ustded Paul’'s reluctance and teased him
about it one evening when they were alone. After theytéased and joke about it for a while,
Paul became more relaxed, and he and Nancy enjoyed beiegntimate. Soon after that
evening, Nancy started seeing Paul less and less. Bweght she did not want to go out with
him as often, they both enjoyed the greater intimacgnithey did go out. Paul is very
conflicted, though. He cannot understand why she doesamitto see him more, since he
thought the “bit” calling for greater intimacy meant th&tncy loved him. The increased
intimacy did not have anything like this meaning or value fandya She saw it as pleasant, fun,
and something to do when she went out with Paul. Tfiereince in meaning and valuing
created a lot of misunderstanding and conflict in thedationship. Had they been able to



discuss the meaning/valuing of the bit before adding iteéw tklationship, Paul could have
avoided the hurt and anxiety, and Nancy could have avoided haviteal with Paul's
confusing and puzzling behavior.

Mr. P has to work very long hours and can’t spend ntimeé with his son. They both have a bit
in their US box that says “Dad has to work long houm/hen they are together, they really
enjoy each other’'s company, have a very god time, cah &auog play or sit quietly and talk
seriously. Mr. P is, however, very concerned about emigbable to spend more time with his
son. He thinks that this will cause his son to haffecdity as he grows and develops. He feels
that “deep down inside” his son really resents him. MMe. P is working, he frequently thinks
about this quite a lot, feels very guilty, and worriéis son, on the contrary, feels very good
about his dad and understands that he has to work long Hdisrson feels that his dad is
working such long hours for the benefit of him, his mathed the other children. He feels that
his dad is really doing something for them when he is wgrkifrom the son’s point of view,

hid dad is interested in him and pays a lot of attentidnintowhen he can. When his dad is
working, he is doing it out of love and interest in $o@ and the rest of the family. Rather than
harboring resentment for his dad, the son has nothingdaat, positive feelings. The problem
is, of course, with the meaning or valuing of the bit “ag to work long hours” when it was
put in their US box. This difference in valuing and megns causing the father unnecessary
guilt and worry.

It is apparent that the meaning/valuing process is an tapgoart of US box building. The
individuals must, then, extend their contract to inclugle@ments about the meaning/valuing
process.

7. We will be specific about the meaning and value placedtenrbthe US box.

8. We will agree on the meaning and value given to any impobiabefore placing it in
the US box.

9. We will add no bit to the US box unless we can agree common meaning and value.
As a rule of thumb, if we disagree, we will only add tht to the US box if we can agree
to give it the least significant meaning and lowest vakld hy either of us.

Finally, both individuals have some notions or ideasiailbdiat the US box should be like, what
it can be like, and what it should not be like. Thayéhsome notions about what kinds of bits
belong in the US box and what kinds do not. They hd&as about what bits go in before
others, and how they should be arranged after theytgethie US box. These notions and ideas
include things like: how much, when, how fast, where, anahsolt is rather like a recipe or
master plan for relationships that we carry arounduimhead. It lets us know what we should
expect from each other and how we should behave towatdather. The blueprint process is,
typically, not something that people give a great detiaight to. Everyone knows, we
assume, what a marriage should be like. Similarly, @ohave notions about what men are
like; for example, they drive the car, are responsiielfe bills, are perhaps more logical than
women, prefer showers to baths, mow the yard if tleeome, have their favorite chair, like
baseball games, enjoy drinking beer with their peers, @a.s Men have notions about what
women are like; for example, they are supposed to tleahouse, are more emotional than
men, don’t enjoy sex as much as husbands, like soapspgessip a lot, don’'t need as much
rest, don’t work as hard, really want their husbatodse the boss, and so on. Parents have
blueprints about what kids are like. Children develop a bloefor parents. Everyone develops



a blueprint for friends. Boys have a blueprint for USdsowith girls, and girls have one for US
boxes with boys. The list could be continued on andEweryone has a supply of blueprints for
use in a very wide rang of US box situations.

These ready-made blueprints present some problems, how®eere people have one specific
blueprint that they try to make fit in every relationssifpation. They try to relate to everyone

in the same way. “I'm always the same. | just canderstand why many of my relationship
don’t work.” This is somewhat like a man who learng part in a play and spends his entire
life playing that one role. The problem is, of courbaf the play changes. He becomes
involved in many different kinds of relationship, a variefysocial situations, and numerous US
boxes. The problem is compounded when two individualotoge separate, ready-made
blueprints for a relationship. If one individual has spe@leas, notions, beliefs, thoughts, and
so on, about how the relationship should be and the p#ison has different notions, ideas, and
so on, the US box will never grow. It is rather ltke architects trying to build a skyscraper
and a football stadium on the same land, at the same Wwith the same materials. Individuals
involved in trying to build an US box with different bluepsritave a problem. One of them will
probably insist that the other’s blueprint is wrong; theepthill assume that he has the only right
way to do it. In other situations, the individuals nsggrt out with one mutually acceptable
blueprint. The problem is that they either do not stidk wior change blueprints without
discussing it with each other.

These people might be thought of as blueprint switch#&ge tried everything | can think of to
get along with you, and nothing seems to work.” When you $@maeone say that, it is a good
sign that he is a blueprint switcher; He first trie@ evay or plan, then another, then another, and
so on. The problem is, of course, that he did not bathesll anyone that he was switching
blueprints. Also, if we think about the architects, itwdm’t work very well, either, if they were
to compromise by agreeing to work for a few days building ackyper and then continue for
the next few days to build a football stadium. Theiltegould be neither a skyscraper nor a
football stadium; it would, however, be a mess. Acglenote, “I've tried everything, and
nothing seems to work” is frequently heard as parents baldtéhe ways they have tried to deal
with their children. If the parents really have trieg@mything, it is sad to think about how truly
confused the children must be. Other signs of blueprititising are: “We either fight or don’t
speak to each other” or “I never know what mood he’linode Examples of blueprint switching
are, of course, endless. Some people do it all dirtiee Other people do it very seldom. If
individuals are trying to build a satisfying US box, howetleey must be very careful with the
blueprint process. They will need to expand their US holkling contract to include some final
agreements:

10.We will agree about the blueprint process, including a claderstanding of the kind of
US box we are building.

11.1f we have different blueprints for the kind of US bo& are building, we will not
becomes involved in the building process until we h@yeed to use one or the other of
our blueprints or a new and mutually acceptable blueprint.

12.0nce we have agreed on a blueprint process, we willdtathwith it and will only
switch blueprints after considerable discussion and afjeeeing to the switch.



Part IV Consolidating Skills
Chapter 12 Summing Up

We have been though a thinking, conceptual process tlyahanwa you somewhat overwhelmed
and uncertain about your insight and ability when respantti crisis. Crisis intervention is, of
course, a thinking, conceptual process. More importarglyeher, it is a feeling and doing
process. Most newcomers to crisis interventionmtilly apprehensive when they think about
actually dealing with adults, children, and teenagers giscriThey do not feel that they will be
able to understand and deal with these important situatidssally, their concern reflects a
belief and feeling that they will not be able to “solkie problem.” As we have seen, though,
crisis intervention does not solve problems in the sdvaat changes life situations, gives
advice, makes recommendations, and so on. The goasisfintervention is, rather, the much
simpler goal of helping the individual get through thaisri The main difficulty experienced by
people in crisis is the fear that they will not beeaiol control their feelings and emotions or that
their situation is going to rapidly deteriorate and newgarove. By responding to the crisis, you
are able to help them deal with these feelings and cosmigeia way that increases their sense of
control over themselves and their situation. Theyectorbelieve that things will get better or at
least will not get any worse. You increase their sarigpersonal adequacy and confidence with
a resulting improvement in their social and interpeasémctioning.

How do we accomplish our goal of getting people to calmnj®low down, and plan ahead?
We start from a basic understanding that crisis alwefiscts a worsening or intensification of
the conflict state. We know that all individuals haeselopmental needs, problems, and
vulnerabilities that can get out of hand and far beyoeu thdividual ability to cope. All people
have a rational, planning, thinking dimension which usuallyesethem quite well in times of
stress and conflict. For a multitude of reasons andesatisough, their emotional, fearing, angry
dimension may overpower and overwhelm their usually coenpaelf, temporarily

immobilizing and getting in the way of their working obeir problems. Similarly, the
punishing, protective dimension may be inhibiting their capacitjeal effectively with their life
situation. This temporary inability to cope may stenmfroithin the individual or may be a
product of his total situation. His “now,” “then,” and ften” may be interacting in a way that
makes things just a little more than he can handleither event, we know that the interaction
between the individual and his total situation is whertebis the problem. Somehow, his world
and he are simply not working too well together.

The individual's problems and conflicts have reached a pdiete things are likely to get worse
fairly rapidly. His world is going out of control. h€ now potential is both real and apparent.
How can he get things running smoothly again? Since his planmeegpning dimension is
being immobilized and since the now potential of his cigsg® high, it is reasonable to assume
that he needs your help; he needs to fall back on yaanplg and thinking skills if he is to “get
it together” again. Somehow, you need to help him focuthe crisis, see and understand what
precipitated it, define the situation in terms of thesmmportant factors and circumstances, look
at the “snowball effect” or potential cumulative efféhat could result from his not taking time
to slow down and think things through, focus on the possibisesaof the crisis both from

within himself and from within his total situation, andgéim to gradually develop a strategy
for resolving or reducing the crisis. How will you do thi¥®@u will carefully develop an



intervention hypothesis, evaluate your progress, conalteanative hypotheses, and continue
the caring process until things are better.

Along with your understanding of the crisis intervengacess, you have two additional areas
of skill and understanding; namely, crisis communica#iad relationship building. The
individual has the advantage of being in the communicatiop With you. Through the
interaction of his messages and your responses, hisgeaind ideas will gradually be modified
and clarified in a way that filters out the intensgo#ion and panic and gradually nudges the
individual toward slowing down and planning ahead. Your recognif the mood or color of
his crisis will enable you to recognize the mix of yellsed, and black emanating from the
individual and to carefully and caringly respond in contbhades of blue. Your blue
response combined with your faith in people will enable tgoprovide rational support,
encourage assessment, and develop possible solutionfielphdness of this process stems in
part from your alertness to the objective meaning and ebatehe individual's messages and in
part from your sensitivity to the feelings attached ts¢hmessages. Your sensitivity lets you
understand the feeling and clarify the whole messagetimitsoobjective and subjective
dimensions.

Our knowledge of the crisis state lets us understand ttr&is generates from conflict within
the interaction between the individual and his totalsibn. Occasionally, the people are in
conflict between themselves and objects or environmeaotalitons. More frequently,

however, the conflict lies within close and importaglationship. Most crises are a product of
interpersonal relationships that have deteriorated orwite gotten “messed up.” Sometimes,
we may need to intervene in terms of environmental factmnditions, and situations not
directly involving relationships. More often than notwewer, the need is to help the individual
think through and plan ahead for significant and importargopel relationships. The crisis will
tend to be between parents and children, husbands and frieds, employers and employees,
and within other relationships that have gotten outoth

As we are able to help the individual get to a place whereas calmed down, slowed down,
and is beginning to plan ahead, we want to be sure to steatdnga helpful course. His
tendency will probably be to want to repair the messed4apaeship. Our understanding of
relationships and of the relationship building process eagasrhim to work toward a new
relationship. He needs to understand that everyone hapsalilbms, that everyone has
relationships that fail, and that understanding why aquéati relationship broke down is not
particularly helpful. Instead, the emphasis needs tmnkd@eginning to build a new US box, to
begin the caring process. Interestingly, we are eagmg him to do as much as we have
already done with him. We have built an US box talis him we will help and that we will
continue to help until he is headed in a productive doactWe have tried to help him with his
life, building, meaning/valuing, and blueprint processes. fl@al goal, then, is to help him get
to a point where he sees his own life and his relatipnsith other people as an ongoing,
ongrowing process that starts now and moves on.

crisis relationship, you will probably experience a gligheasiness and uncertainty as to your
effectiveness. These concerned but uneasy feelingstrgtiur having heard, your having
understood, and the very human reality that you reallyade. cl am now at one of those uneasy
points myself, much like the one you experience afteingea person in crisis, carefully and
caringly responding, and saying a little prayer in the libpethe improvement will have some



lasting quality. Has this book helped you to respond moret#dy to crises in your own life
and in the lives of others or has it merely serveditthér muddle the murky waters? You can
partly answer this question by turning back to Mrs. A, MraviB,C, and Mrs. D in Chapter 1.
Go back to the beginning. Try to listen closely to wthate people in crisis are saying. They
have initially presented themselves and their crisi@toand are asking you for a response.
Where will you start and how will you proceed in respagdb them?



