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Unit 5:  Dealing With Emotional People


OVERVIEW

At the end of this unit, you will be able to:

· Avoid returning anger directed at you.

· Use a variety of techniques to calm or comfort upset people.

· Use techniques to diffuse anger.

· Develop a repertoire of effective responses to typical emotional complaints and questions.

CONTENTS

This unit includes the following sections:

· Introduction and Unit Overview

· Phases of Reaction to Disaster

· Responding to Strong Emotions

· Communication Helpers

· Activity:  Responding to Strong Emotions

· Maintaining Your Own Positive Attitude

INTRODUCTION AND unit OVERVIEW
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INTRODUCTION AND Unit OVERVIEW
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Unit Objectives

F

Use a variety of techniques to calm or

comfort upset people.

F

Avoid returning anger directed at you.

F

Use techniques to diffuse anger.

F

Develop a repertoire of effective responses

to typical emotional complaints and

questions.



Your Notes:

PHASES OF REACTION TO DISASTER
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Phases of Reaction

to Disaster

Predisaster

Threat

Warning

Impact

Inventory

Heroic

Honeymoon

Disillusionment

Working Through Grief

(Coming to Terms)

Reconstruction

(A New Beginning)

Trigger Events and

Anniversary Reactions

Time

. . . . . . 1 to 3 days . . . . . .

. . . . . . 1 to 3 years . . . . . .

(Community Cohesion)



Your Notes:

RESPONDING TO STRONG EMOTIONS
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Emotional Reactions

to Disaster

Responding to Strong

Emotions

Hopeful

Powerless

Overwhelmed

Relieved To Be Unhurt

Fearful

Confused

Impatient

Lost

Furious



Your Notes:

COMMUNICATION HELPERS


[image: image5.wmf]Visual FL-5.

5

Communication Helpers

F

Remain calm at all times.

F

Help the individual relax.

F

Avoid using an accusatory “you.”

F

Don’t give orders.

F

Ask what you can do to help.

F

Tell the person what 

can

be done, not what 

can’t

.



Your Notes:


activity:  responding to strong emotions

Instructions:  Listen to each statement.  Identify the feeling and then write a response that helps demonstrate that you understand the speaker’s frame of reference.  You may want to use the following format:  “You’re feeling . . . because . . .”

Statement #1




Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:



activity:  responding to strong emotions
(Continued)

Statement #2




Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:

activity:  responding to strong emotions
(Continued)

Statement #3




Feeling Being Expressed:

Your Response Demonstrating Understanding of the Feeling and Reasons:

MAINTAINING YOUR OWN positive ATTITUDE
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Maintaining Your Own

Positive Attitude

F

Don’t take criticism personally.

F

Remember, you are not responsible

for what has happened.

F

Take time out if necessary.



Your Notes:
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Unit Objectives

		Use a variety of techniques to calm or comfort upset people.

		Avoid returning anger directed at you.

		Use techniques to diffuse anger.

		Develop a repertoire of effective responses to typical emotional complaints and questions.
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Emotional Reactions 

to Disaster

Responding to Strong Emotions

Hopeful

Powerless

Overwhelmed

Relieved To Be Unhurt

Fearful

Confused

Impatient

Lost

Furious
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Communication Helpers

		Remain calm at all times.

		Help the individual relax.

		Avoid using an accusatory “you.”

		Don’t give orders.

		Ask what you can do to help.

		Tell the person what can

be done, not what can’t.
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Maintaining Your Own Positive Attitude

		Don’t take criticism personally.

		Remember, you are not responsible 

for what has happened.

		Take time out if necessary.
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Phases of Reaction 

to Disaster





Predisaster

Threat

Warning

Impact

Inventory

Heroic

Honeymoon

Disillusionment

Reconstruction

(A New Beginning)

Time

. . . . . . 1 to 3 days . . . . . .

. . . . . . 1 to 3 years . . . . . .

(Community Cohesion)

Working Through Grief

(Coming to Terms)

Trigger Events and

Anniversary Reactions
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