Client and Staff Interactions:
Stress and Crisis

June 11, 2024



Introduction

* Housekeeping

» Expectations of Washington
County volunteers

* Who you’ll be interacting
with
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Stress
Response

4, Acceleration

6. De-Escalation

3. Agitation

* Normal reaction

« “Lizard” brain: Fight, flight, freeze, fawn

* Behaviors, thoughts, feelings, body,
spirituality

Intensity

2. Trigger 7. Recovery

Time
° See han dO Ut Adapted from Colvin 2004




Aggression

Crisis
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'Agitation

Baseline ikl ' Recovery

Time

Intensity

* Event exceeds ability to cope
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Activity

 Remember last time you were

confronted with a stressful situation.

* How did you respond?
* How long did those reactions last?
e Stress response or crisis

 Last time you were scared?

* Last time you were angry?

Behaviors
Thoughts
Feelings
Body

Spirituality




Discussion

« What factors may impact how an individual responds to stress?

* What factors may impact how a responder reacts to someone
experiencing stress?




Stress as a
Continuum

* Long-term effects of stress without recovery
* Changesto the “baseline”

PERFORMANCE

exhaustion

/

fatigue

laid back

\

anxiety/panic/anger

inactive

\

<= breakdown

too little optimum  too much burn-out STRESS
stress stress stress
(underload) (overload) LEVEL




Interacting
with Someone
Experiencing
Stress




Interactions

e Checkyourself
* Stay safe

e Look, listen, link
e 55-38-7rule

* Do no further harm
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Psychological First Aid

* Create a sense of safety
e Be calm, create calm

* Create opportunities for agency,
self- and collective efficacy

e Build connection

* Create hope

SQUARE
BREATHING

INHALE HOLD

FOR A COUNT OF 4 - FOR A COUNT OF 4

REPEAT UNTIL
YOU FEEL CALM
AND RELAXED

REST EXHALE

FOR A COUNT OF 4 FOR A COUNT OF 4
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Active Listening

* Open qué/ language,
open min

* Minimize distractions

* Open ended questions

“I”

statements

* Paraphrase, reflect,
mirror

* Minimal encouragers

* Validate the
emotion/feeling

v & T ®

Focus On The Avoid Use Body Avoid Respect
Other Person Judging Language Interrupting Silence

0O 0000

12




De-Escalation

Go low and slow

Regulate, don’t educate

Name it to tame it

See referral resources
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Pitfalls




Body Language
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Scenario



Responder
Resilience




RESPONDER STRESS CONTINUUM

READY REACTING INJURED
Sleep Loss
Sense Of Mission Change In Attitude
Spiritually & Criticism
Emotionally Healthy Avoidanes
Physically Healthy Loss Of Interest
Emotionally Available Distance
_ From Others
Healthy Sleep Short Fuse
Gratitude Cutting Corners :
Vitality Loss Of Creativity
Room For Complexity Lack Of Motivation
Fatigue

ADAPTED FROM COMBAT AND OPERATIONAL STRESS FIRST AID BY LAURA MCGLADREY | RESPONDERALLIANCE.COM
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Activity: Check-in

* Where are you on the continuum
right now?

 How do you experience the
different stages?

 What does self-care look like for
you?

* Brainstorm: Goals/rewards

* Behaviors
* Thoughts
* Feelings
* Body

 Spirituality
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Courtney Yan

Thank you Washington County Emergency Management
courtney_yan@washingtoncountyor.gov
971-412-1822
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