Managing Stressed Clients

During re-establishment of lifeline utilities 

(water, electricity, telephone, road etc…)
This fact sheet provides information and advice for lifeline and other service providers and workers dealing with clients following a disaster or disruption to users.
	Some of the people you meet may be stressed from the difficulties that they have experienced.  You may be the first official they have talked to.  Most will be pleased to see you and grateful for your help.  However some will want to talk to you about what they have been through and the worries this has caused.  Others may be emotional as things get back to normal because coping with it has put them in a state of stress.

This fact sheet gives advice about how to handle stressed or emotional customers when reconnecting their lifelines or other services.

Normal Stress Reactions
These are normal and take time to go away.  Under stress people may:

· Get angry and blame you;

· Burst into tears, get upset;

· Not want to talk to you;

· Be confused where you come from, unable to answer questions clearly;

· Treat you as if you are the problem;

· Be frustrated because help is too little, too late;

· Not stop talking about what has happened;

· Forget to do things.

Responding to Stress

There are some simple things you can do that will let you get on with the job and stop them feeling worse:

· Don’t take it personally; it’s about how they feel, not about you.
· Listen to what they say, show it is important

· Help them keep their self respect
· See if they need other forms of help.
	· Don’t talk them out of their feelings unless you’re sure it will be ok

· Confirm they have reason to be upset, it is normal and will pass

· If they are upset, give them time to settle down.

· Encourage them to think about who else they can get support from

    Guidelines for Good Listening
     Letting people talk is the best way fro them to calm    

     down and start thinking.  You help them without   

     saying too much yourself.

· Look directly at the person speaking to you.

· Avoid interrupting.

· Ask questions to make sure you understand them.

· Don’t tell them what they should think or feel.

· Don’t judge or give opinions, let them say what they want to.

· Find out why a question is being asked before answering it.

The following are likely to make things worse for people under stress:

· Ordering them around or telling them to do things without explaining why.

· Telling them not to worry, they’re lucky it wasn’t worse.

· Talking down to them or not listening.

· Reassuring them everything is all right when it isn’t

· Taking their anger or emotions personally.

· Getting emotional or excited with them.

    Further Action
     If people are worried about themselves or seem very   

     upset, they can get support through:

· Their GP or local community health centre

· In the phonebook under medical white pages

· In an emergency always call 111
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