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Use of ThisWorkbook

This workbook was designed to increase knowledge and
understandingofhowtoapplythe StressFirstAid (SFA)
modelto both self-care and coworker support. Itistobe
used in conjunction with or after in-person training or
afterreviewofthe SFAforHealth Care Workers Manual.
Self-reflectionordiscussionquestionsareincluded, aswell
as examples of actions for each core function of SFA, skill
application,andquotesfromthosewhohave used SFA.
These have all been included to help you reflect upon how
SFA can bestbe used in your work setting.

Asareminder, SFAactions are to be used as needed with
those who are experiencing either significant distress or
impairmentsinfunctioningcausedbystressreactions. SFA
shouldbeincorporatedintodepartmentaloperationsin
anatural, seamlessway, andimplemented whenneeded.
Inmostcases, itisnotnecessaryto provideallthe SFA
actions. SFAfunctions alongwithasampling ofassociated
actions are provided in the table below.

SFA FUNCTIONS POSSIBLE ACTIONS

Check * Assess current level of distress and functioning

Assess immediate risks
Assess need for additional SFA interventions or higherlevels of care
Reassess progress (Re-Check)

Decide who else should be informed of situation
Refer for further evaluation or higher levels of care, if indicated

Ensure immediate physical safety of stressed person and others

Reduce physiological arousal (slow down heart rate and breathing, relax)

Coordinate
* Facilitate access to other needed care
Cover ’
* Foster a sense of psychological safety and comfort
* Protect from additional stress (ensure respite)
Calm ’
* Reduce intensity of negative emotions such as fear or anger
* Listenempathicallytotheindividualtalk aboutexperiences
* Provide information that calms
Connect * Encourage connection to primary support people
* Help problem-solve to remove obstacles to social support
* Foster positive social activities within crew
Competence * Help mentor back to full functioning
* Facilitate rewarding work roles
* Arrange forretraining
Confidence '

Mentor back to full confidence in self, leadership, mission and values

Help restore meaning or faith
Foster the trust of coworkers and family members in the individual

National Center for PTSD
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|. The Need for Stress First Aid

People in healthcare jobs often have common guiding ideals that draw them to those occupations, keep
them in those occupations, and contribute to strong coworker bonds. These ideals can create both
strengths and vulnerabilities that can either offset stress or become a hindrance to self-care. Review
the following common ideals, strengths, and vulnerabilities in the table below to see which you
recognize in yourself.

Guiding Ideal e

Placing the welfare of others above Not seeking help for health problems because

Selflessness
one’s own welfare personal health is not a priority
Commitment to helping patients heal and Loyalty Guilt and complicated bereavement after
supporting their families perceived failure or loss
Toughness and ability to endure Stolclsm Not aware of or acknowledging significant
hardships without complaint symptoms and suffering
Following an internal moral compass to Moral Code Feeling frustrated and betrayed when others fail
choose “right” over “wrong” to follow a moral code
Becoming the best and most effective el Feeling ashamed and withdrawing from others

professional possible when not living up to personal standards, or
denying / minimizing imperfections

Which ideals do you most identify with?

Which vulnerabilities do you most identify with?

Discussion: How have these ideals both contributed to and helped you with stress?

Stress First Aid for Health Care Workers | WORKB OOK 5



Il. Obstacles to Self-Care and Coworker Support

The values and ideals that draw people to healthcare jobs can sometimes contribute to
obstacles to self-care. Check the obstacles to self-care that you regularly experience.

Situational Personal

[[] Too many responsibilities on and off the job
[ Unexpected emergencies

[] Limited time in one’s schedule

[ Always putting the job first

[C] On-call or shift work

[] Lack of sleep

[] Lack of coworkers who could fill in if you need a break

[ The feeling that if you say “no” you will be looked down upon
[[] Concern about being perceived as weak

[] Self-criticism, not being able to modify high expectations under
stressful circumstances

[ 1 Never feeling that you can “unplug”
[ 1 Wanting to be perceived as perfect
[ Always prioritizing others over self
] Low morale

Attitudinal Behavioral

[1 “It would be selfish to take a break from this work.” [_1 Working too long by oneself without checking in with colleagues
[] “'m okay, I'm fine, I'm not even tired.” [[] Keeping stress to oneself
[[] “The needs of those I'm supporting are more important than {1 Ignoring declines in functioning
my own needs.” 1 Underestimating needs
[ “Im not doing enough.” ] Relying only on alcohol/substances to relax for extended
[] “I can contribute the most by working all the time.” periods of time
[1 I don’t want anyone to know how affected | am.” [_1 Becoming more disengaged/isolated
[]“Onlylcando x, y,and z” [ Overworking

[_1 Not doing enough self-care to balance out the demands of work
[ Not seeking help/expertise

Other:

DISCUSSION: What are the most common obstacles to self-care in your life?

6 National Center for PTSD



. The Stress Continuum R

Stressresponseslie alongaspectrumof severity, andthe Stress First Aid model acknowledges thiswith the Stress
Continuum model.

Ready Reacting Inured
(Green) (Yellow) (Orange)
Definition
e Optimal functioning o Mild and transient o More severe and persistent o Clinical mental
e Adaptive growth distress or distress or impairment disorder
e Wellness impairment e Leaves a scar e Unhealed stress
o Always goes away e Higher risk injury causing life
o Low risk impairment
Causes Types
e Atone’s best e Any stressor e Wear and tear e PTSD
o Well-trainedand 5 RS e Loss e Depression
prepared o e Moral injury e Anxiety
e Incontrol e Feelingimitable, e Traumatic stress e Substance use

anxious or down

o Physically,mentally and S
e Mission-focused * Lossoffocus o Loss of control e Symptomspersist
e Motivated o Difficulty sleeping S R and worsen over
o (Calm and steady e Muscle tepswn or e Nolongerfeslinglike normal self time .
e Having fun other physical A e Severe distress or
g changes e Excessive guilt, shame or social o
o Behaving ethically i blame )
e Not having fun Mi duct occupational
* isconduc impairment
Your Role
o Access wellbeing o Alternate exertion e Recognize stress injuries e Link into care
resources with rest early e Recover
e Self-care e Monitor your own e Remember and use the 7 e Return
e Other care well-being C’s of Stress First Aid

o Offer support

The Green Zone indicates being at optimal functioning. Yellow occurs when expected or typical stressors create
transient or mild stress reactions. Entering the Orange or Red Zones usually occurs as a result of accumulation
of prolonged stress, exposure to traumatic events, grief or loss, or a sense of conflict between one’s
moral/ethical beliefs and current experiences.

The hallmarks ofthe Orange and Red Zones are more prolonged or significant distress or lowered functioning, afeeling
oflessened control over one’semotional reactions, or no longer feeling like one’s normal self.

DISCUSSION: Is Orange or Red Zone stress common in your work setting, and if so, what is likely to
cause it?

Stress First Aid for Health Care Workers | WORKB OOK



IV.SFA: Check

The Check and Coordinate
functions in SFA are ongoing,
foundational actions for providing
SFA. TheCheckfunctioninSFAinvolves
increasedawarenessaboutstress
reactionsinyourselfandyourcoworkersin
an ongoing way, whether they arise
from stressors atwork or athome.

DISCUSSION: Which of these stress indicators have you most commonly seen or experienced in the last

few months?

Physical

[ 1 Aches and pains
[ 1 Weight loss/gain
[ ] Indigestion/digestive issues

[ Sleep disruption /sleeplessness

[] Immune system problems

[] Medical symptoms of undetermined cause
[ ] Stress inducted seizures

[ Increased use of sick leave

Mental

[ ] Loss of interest in things that once mattered
[ IDecrease in the quality of work/productivity
[] Decreased motivation

[ ] Decreased patience

[ Increased work errors

[ ] Increased lateness/absenteeism

[ Forgetfulness

[ ] Distorted thinking

[ ] Reduced self-awareness

[ Trouble keeping up with workload

SevenC’s
1. CHECK
Assess: observe and listen
2. COORDINATE
Get help, refer as needed
~Stressors,_ 3 COVER
Get to safety ASAP
4. CALM
Relax, slow down, refocus
Wellness 5. CONNECT
Get support from others

6. COMPETENCE
Restore effectiveness

“ Distress/loss
of function

7. CONFIDENCE

Restore self-esteem and hope

Emotional

[ ] Emotional extremes
[_1 Anxiety/panic attacks

[ Crying easily or unexpectedly
[ ] Depression

[ 1 Increased drinking
[ 1 Giving up
[ Hypervigilance

Social

[ ] Marital/partnership stress
[ ] Increased isolation
[ Increased complaining

[ ] Less tolerance

[ Iritability / impatience / intolerance

[ 1 Social engagement with others dropping off

[] Closed off body language

[ ] Reduced interpersonal boundaries

[ ] Less volunteerism

[ ] Uncharacteristic negative changes in social behavior

[ ] Other:

National Center for PTSD




POTENTIAL CHECK ACTIONS

Self-Care Actions

Give yourself permission to take care of yourself

Make a conscious effort to keep tabs on yourself

Become aware of your own personal indicators of Orange or Red Zone stress
When Orange or Red Zone stress indicators occur, take steps to mitigate them

Inform key family, friends, or coworkers about your stress unique stress indicators and make a
plan as to what to do when they occur

Checking on Employees

Foster a culture that encourages employees to offer, receive, or ask for help, to make it easier for
employees to check in on one another.

Be approachable and authentic, to encourage employees to share their experiences.

Set the tone by stating that it's natural to have stress in health care jobs and that it's important
to look out for each other and to be self-aware about specific red flags.

Monitor/check on staff needs regularly.

Checking on Coworkers

Pay attention to changes in behavior, emotional tone, and work performance.
Find the right way to check on someone (e.g., email / texting versus talking or calling).
Offer basic resources like food, water, etc. to open a conversation

Start a general conversation to get the person talking. Then look for verbal and non-verbal
signs as to how they are doing.

Start with something positive then reference specific concerns you have.

Ask, "Is everything all right? I'm checking on you. I've noticed...”

Reference the stress continuum model.

Look for opportunities where there is safety, privacy and time to open conversations.

Check in during known challenges, or on anniversaries of difficult events.

Stress First Aid for Health Care Workers | WORKB OOK



Use the OSCAR tool to help you check in:

Observe Actively observe behaviors; look Be on the lookout for changes in coworkers’ behaviors or
for patterns functioning (e.g., increased withdrawal / more mistakes).
State All attention to the behaviors; just "I have noticed over the past few days that you seem lost

Observations the facts without interpretations or in thought and really quiet (frustrated/irritated)."
judgments

Clarify Role State why you are concerned "As a coworker (friend, supervisor) | am concerned."
about the behavior. Validate why
you are addressing the issue.

Ask Why Seek clarification; try to "Am | right? Am | wrong? Help me understand what's
understand the other person's going on. | would like to help if | can."
perception of the behaviors.

Respond Clarify concern if indicated. "Thank you for trusting me enough to share that (issue). |
Discuss desired behaviors. State really do want for you to be comfortable in working
options in behavioral terms together. | respect that you have a lot going on. | also

respect your privacy. If not me, would you be willing to
talk with (trusted resource)?

DISCUSSION:

Which of these examples appeals to you for self-check and checking on coworkers?

What are some other ways you could check in with yourself or your co-workers?

SET A GOAL: In the next week, what one action will you take to check in with yourself or check on a
coworker?

What will you do to overcome potential obstacles to this action?
(Examples: remind myself that self-care matters, put a plan to check in with a coworker in my mobile phone
calendar so | won't forget).

10 National Center for PTSD



V.SFA: Coordinate

Stress First Aid is a good step towards better
self-care and coworker support, but it may not
be enough. Like Check, the Coordinate
function in SFA is an important foundational
function of SFA because it allows you to gather
and consider additional resources or assistance

that might be needed if SFA actions are not a s
Coordinate,

sufficient support.

‘ Distresslloss

of function

“NStressors,_ 3.

Wellness

Check &
Coordinate

POTENTIAL COORDINATE ACTIONS

SevenC’s

1.

2.

4

5.

o

o)

CHECK

Assess: observe and listen
COORDINATE

Get help, refer as needed
COVER

Get to safety ASAP

.CALM

Relax, slow down, refocus
CONNECT

Get support from others
COMPETENCE

Restore effectiveness
CONFIDENCE

Restore self-esteem and hope

»  Set up a variety of resources in advance (e.g., local clinicians, mentors, coworker teams,
chaplains, life coaches, hotlines, support groups and self-help groups).

= Share your own or others’ experiences with help-seeking, and/or normalize help-seeking.

e Suggest why you think it would be beneficial for them to talk with EAP or other support

What are at least two trusted resources you would refer a stressed coworker to?

*Mentor/supervisor/coworker:

*Supportgroup:

*Trained peer:

*Chaplain:

*Alternative healer:

*Employee assistanceprogram:

*Humanresources:

*Mental health:

*Medical:

*Other:;

Stress First Aid for Health Care Workers | WORKB OOK
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DISCUSSION

e What are some reasons you might self-refer or refer a coworker for additional care?
o What are some of the barriers or challenges to connecting with resources?
¢ What can be done about those challenges?

SET A COORDINATE GOAL

In the next week, what one action will you take to become more knowledgeable about possible resources
for yourself or your coworkers?

(Examples: Talk with at least one EAP or HR person this month to find out what they have to offer. Aska
coworker if they know of any good resources for stress).

What will you do to overcome potential obstacles to this action?
(Examples: remind myself of the importance of knowing about good resources).

12 National Center for PTSD



A
Toprovide Covermeanstoensure safetyimmediately orina — S
evenl's
longer-termway. e 1. CHECK
) E"S'E:ztsiﬁ?‘ss Assess: observe and listen
Cover is needed when: 2. COORDINATE
L . . Get help, refer as needed
1.Someone is in immediate danger (e.g., Is faced is a ~Stressors,_ 3 COVER
threatening person or situation; has frozen, panicked, Get to safety ASAP
or is not thinking clearly or making good decisions 4.CALM )
because of intense stres S) Relax, slow down, refocus
Wellness 5. QONNECT
2.Someone has an ongoing sense of not being safe (e.g., ‘C'g;"”’;” from others
feels overworked, not protected from potential harm at % RWF:E;‘_T?SEM
work, or unsafe because of trouble setting boundaries 7. CONFIDENCE
or fears about making any mistakes). Restore self-esteem and hope
3.Others are in danger because the stressed person
behaves in a way that impacts their safety (e.g.,
freezes or panics, puts others in harm’s way)
Use the examples on the next two pages to answer the following questions:
What are some ways that you can Cover yourself to increase your sense of safety?
What are some ways that you can Cover coworkers to increase their sense of safety?
13
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POTENTIAL COVER SELF-CARE ACTIONS

Here are some Cover actions for making oneself feel safer.

=  Amplify safety plans and behaviors:

Actively seek information that can help you feel
safer

Get an accurate understanding of specific risks
in order to better plan

Make a list of things that make you feel safer

When you feel acutely unsafe, distract yourself
by focusing on something near you or your own
breath or thought (e.g., counting)

Find those people, places, or actions that feel
safe to you and call on them

Request help from supervisors (e.g., ask for case

or job transfers)

» Set healthy boundaries for yourself:

14

Give yourself permission to take care of yourself

Reconfirm your value, priorities and rights
regularly

Remind yourself that no one is perfect; everyone

has strengths and vulnerabilities

Turn off your phone at times

Take breaks regularly

Say no if something is going to interfere with
your priorities or health

Tell yourself it's not your responsibility to:

make sure others are responsible

rescue others from habitual drama

protect others from getting angry

always say yes when it doesn’t work for you
think, feel, or live for others

stay in contact with those who are draining,
abusive, or disrespectful

make everything okay for everyone all the
time

Include family or friends:

Let them know about work-related

situations that might occur

Educate them about potential red
flags that you might demonstrate if
you are overly stressed, so they
know when to support you and so
they don’t take them personally

Talk with them about ways you can

help each other feel more safe

Practice more helpful ways of

thinking to foster healthy changes in
behaviors. Here are a few examples of

helpful thoughts:

“Taking a break from this work
will help me be more effective.”

“Even though | feel fine | need
to take breaks regularly so |
can continue to feel fine.”

“l can better care for others if |
also attend to my needs.”

“I'm doing enough.”

“I can contribute the most by
pacing myself.”

“Letting someone know how
affected | am can help me.”

“l can trust that others can fill in
when it's necessary.”

National Center for PTSD



POTENTIAL COWORKER SUPPORT COVER ACTIONS

Here are a few Cover actions for coworker support.

*Tailor Coverto the needs ofthe situation: ‘
* Getto knowyour colleagues
* Maintain situational awareness to
monitor for and assist in potentially
threatening situations ‘
*Cover one another for personal issues ‘
* Becomemoreawareofandsupportiveduring
timeswhentherearesignificantissuesathome,in
order to provide a safety net
* Checkinandreduce high-risk behavior

Here are afew Cover actions for leaders to support their
employees:

*Work to make situations safer: ‘

*  Learn which situations feel unsafe to employees
and work to improve their safety

* Have coworkers work in partnership

*  Discuss lessons learned after unsafe situations and
engage inproblem-solving

* Trainpersonnelonsituationalawarenessand
decision-making

*  Give briefings before workers are involved in
potentially unsafesituations

* Reduceexposuretopotentiallytraumatic
information as much as possible

* Reduceanxietybytakingateamapproachto
difficult cases

*  Ifsomethinggoeswrong, take alessons-learned
rather than punitive approach

*Improve boundaries:

* Mentor individuals who feel overwhelmed or
overworked because oftheir trouble settingwork
boundaries

*  Givetime offforthose needing abreak

* Bemoreabruptordirectiveifitis necessary to
keep a coworker safe

Stress First Aid for Health Care Workers | WORKB OOK

Be agood role model for setting boundaries for
yourself or your coworkers

Give permission and guidance abouthowto set
boundaries and limits

Allow people to go home if needed

Find outwhatboundaries work best for
employees

Mandate workersto delegate or getcoverage
when they take time off, so they are notworried
abouttheirworkload while onvacation

Help workers make decisions attimeswhenthey

may not make the best decisions for themselves

Show vulnerabilityyourself
Help people problem-solve solutionsto situations
in which they don’tfeel safe

15



VII. SFA: Calm

Thegoalof CalminSFAistoreducetheintensityofphysiological,

emotionalandbehavioralstress. Thereisoverlap betweenthe
actions of Cover and Calm, butthe difference isthat the primary
goal of Coveris safety, while Calmactions may have no direct
connection with safety.

Calmis needed whenintense stress hasinterfered with an
individual’s ability to reduce their physiological arousal level. This
can affect sleep, cognitive functioning, or healthy emotional
expression (eg, when someone is so overwhelmed with
obligations or distractions that they “shut down; rendering them
incapable of doing their job, whenan accumulation of stress
causes apersonto feel regularly agitated or anxious, orwhen the
loss of a patient causes insomnia and nightmares).

Model

SevenC’s
1. CHECK

Assess: observe and listen

* Distress/loss
of function

2. COORDINATE
w( Get help, refer as needed
“NStressors, 3 COVER
Get o safety ASAP
4.CALM
Relax, slow down, refocus
Wellness 5. QONNECT
Get support from others
6. COMPETENCE
Restore effectiveness
7. CONFIDENCE

Restore self-esteem and hope

Use the examples on the next two pages to answer the following questions:

What are some ways that you find calm for yourself?

What are some ways that you have offered or been offered calming actions?

16
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@
POTENTIAL SELF-CARE CALM ACTIONS
Here are a few potential Calm actions for improving self-care:
*Spendtimewithfamilyandclosefriendsandletthem *Prioritize simple strategies to calmdown, such as:
knowwhatis calmingforyouahead oftime sothey *  Breathing
can better support you when needed *  Exercise
*Takeabreakfromstressfulsituationsforashorttime * Yoga
*Get organized and problem-solve to tackle problems * Social support
directly _ . _ . *  Reflection/meditation/prayer
*Trytoseethingsfromahighervantage pointto gain * Activelyidentifying problems and creative
a broader perspective solutions, then taking steps towards solving
*Focus on: problems
Whateverhelpsyoutokeepfocusedonthe *  Rewarding or pleasurable activities.While
presentmoment

engaging in rewarding or pleasurable activities
regularly may not result in feeling better

appraising situations, others, and yourselfin immediately,overtimeithasbeenshowntobe
terms of specificrealistic descriptionssuch helpful in buffering stressful experiences. One

as"sometimes/lately” versus more polarized analogyisthat, like good nutrition, these activities
descriptionssuchas, “never/always can replenish or energize.

* Takingactiontoreduce stressreactions
* Acceptance

*  Whatyou're grateful for

*  Whatyou can control

* Changingbeliefsthatdon’tserve you

*  When/how paintemporarily eases

* Beingrealistic—forinstance,focusingon

Stress First Aid for Health Care Workers | WORKB O 0K 17



POTENTIAL COWORKER SUPPORT CALM ACTIONS

Here are a few potential actions to calm coworkers:

*Educate:

Acknowledge possible stressors and the potential need for supportinamatter of factway ahead of difficult events
Make others aware of the importance of tailored self-calming strategies
Provide information about reactions and coping

*For immediate calm:

Reassure by authority and presence

Show understanding

Ask for help to empower and distract the person

If possible, getthe stressed persontolook atyou for aminute, then be very specific and detailed aboutwhat you
wantthem to do

Use the person’s name and communicate exactly whatis needed in a calm, methodical voice

*For long-term calm:

18

Validate concerns

Encourage the person to take brief breaks

Praise and give positive feedback

Allow the person to vent without judgment

Invitethe personto meetoutside the workplace, to give them amore confidential opportunity to talk away fromwork
Find ways to make meaning and memorialize together after losses

Help the person to prioritize and tackle problems directly

Fosterapositivework environmentby reducing gossip and negativity, not calling attentionto aperson’s stress
reactions, and acting upon employees' concerns

National Center for PTSD



VIIl. SFA: Connect

The Connect function of SFAinvolves restoring or increasing social
support, suchas asking foror providing supportwhen you see
Orange Zone stressinyourself or others.

Connectcanbe needed at either anindividual or departmental level:

o Whenaffectedbystress,anindividual canfeelasense ofbeing
alienated fromthemselves, like they are a differentperson. For
instance, someone mightwithdrawfromtheir coworkers aftera
difficult case because of shame, exhaustion orloss.

o Atthedepartmentlevel, disruption of connectedness canbe
caused byblame, lack of confidence incoworkers or
leadership, shame and stigma, overwhelming exhaustion,
orloss.

Seven C's
1. CHECK

Assess: observe and listen

* Distress/loss
of function

2. COORDINATE

m( Get help, refer as needed
~NStressors,. 3 COVER

Get to safety ASAP
4.CALM

Relax, slow down, refocus
Wellness 5. QONNECT

Get support from others
6. COMPETENCE

Restore effectiveness
7. CONFIDENCE

Restore self-esteem and hope

Use the examples on the next three pages to answer the following questions:

What are some ways that you have been able to connect with others that have been helpful?

What are some ways that you have offered, facilitated, or been offered social support?

Stress First Aid for Health Care Workers | WORKB OOK
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POTENTIAL SELF-CARE CONNECT ACTIONS

Here are a few potential actions for improving the ability to connect with others:

20

*Know the value of good mentors and friends.

*Surround yourself with people who are genuine, authentic, and honest.

*Make friends with people you can be yourself with and talk with about what bothers you.

*Brainstorm with family and friends to find the best way to support you during difficult times.

*Educate family and friends about the potential experiences that can occurin this job.

*Communicate with family and friends when you are feeling upset, so they will notworry or take it personally.

*Discipline yourself to have conversations with people who are familiar enough with you to know when something is
bothering you.

*Reprioritize your schedule to spend more time with those who mean the mostto you.

*If conflict is occurring, use conflict resolution principles such as these:

* Don’tgetinvolvedunlessyouhaveto. Doamentalcost-benefitanalysistodetermineifthedisadvantagesof
gettinginvolvedinaconflict outweighthe advantages. Ifthey do, find ways to detach yourself, use humor, focus on
other priorities, or remind yourselfthat it's notworth your time or energy to getinvolved.

Ifaconflictis unavoidable, begin with apositive approach. Try to establish rapportand mutualtrust. Try to think of
ways in which you are similar and focus on what you can potentially agree on.

Have a concrete strategy. Know what your needs and concerns are and anticipate how the other person will

respond. How strong are your position and situation? Howimportantis the issue? Howimportant will it be to stick

to yourposition?

Considerthe otherperson’ssituation. Gatherinformationaboutthe other’'sinterestsandgoals.Whatarethereal
needs? What is their strategy?

Addressproblems, notpersonalities. Avoidthetendencytoattackthe otherpersonpersonally. Ifyoufeel

threatened, trytoavoid defendingyourself; it can make resolving the problemmore difficult.

Maintain agoal-oriented frame of mind. Ifthe other person attacks you personally, try notto respond with an
emotional reaction. Letthe other person blow off steam without taking it personally. Try to understand the

problem behind the anger.

Emphasizewin-winsolutions. Eveninwhatappearto be win-lose situations, there are oftenwin-win solutions.Look
forasolutionthatincludeseachperson’sneeds. Createadditional alternatives, suchas“lowcost”concessionsthat
might have high value tothe other person. Look for alternatives that allow the other person to feel their needs have
been met.

Negotiate on principles andresults, notemotions or pressure. Trytofind clear criteriathatboth sidescan useto
evaluate alternatives.

Topreventconflicts, be proactively clearaboutyourexpectations andlimits. Forinstance, ifyou have limitedtime

to spend with someone, be specific about what works for you and set clear boundaries up front so the person

knows whatyourtime limits are and can planaccordingly. By doingthis, you are less likely to become resentful
because you're not letting the other person negatively impact you if they talk too much. And being clear about
expectations and needs can help them have more explicit guidelines within which to adjust.
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POTENTIAL COWORKER SUPPORT CONNECT ACTIONS

Here are a few potential actions for helping others Connect:

*Leaders can build a foundation amongst their employees that fosters social support:

Hold employees accountable for treating each other with respect
Encourage employees to make connections at trainings or conferences
Foster a team approach to problem-solve answers to challenging cases
Show validation and appreciation for employees

Foster opportunities for employees to socialize

Foster appreciation and supportamong coworkers

*Coworkers or leaders can make it a priority to connect after difficult situations:

Ifsomeone has retreated because of anincident, findways to show them you're thinking aboutthem and are

available to talk if needed.

Includethepersoninprojectsandcreate collaborative opportunitieswith coworkers, togetthembackintodoing
something meaningful.

Withintroverts, give themtime torecharge intheir preferred way before facilitating reconnection with coworkers.

If someoneis stressed and resists getting support, don’tbe afraid to be more authoritative in getting themthe help

they need.

Inthe middle ofintensive stress, getthe personorteamengaged inactivitiesthatfacilitate either physical
movementortalkingwhile youdo otherthings. Forinstance, have people briefly reportoutonsuccesses, loose

ends, or their plan for the next 24 hours while walking or attending to actions that require physical movement.

Ifsomeone is particularly stressed andisn’tfunctioning well, foster understandingand supportin coworkers.
If someone is having significant stress in their personal life, offer practical supportif possible.
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Here are some Connect actions for removing obstacles to potential social support:

Action

Assess
social
resources

Assess
obstacles to
social
support

Act to remove
obstacles to
social support

22

Specific Intent

Identify the best
possible sourcesof
socialsupportfor an
individual

Understand why an
individual is not
using all available
social resources

Overcome
obstacles in the
individual or in
others to support
better social
connectedness

How to Dolt

Identify who in the team is most
trusted by theindividual orhas a
positive attachment (this could be
you)

|dentify members of

the chain of command whom the
individual most trusts

Ask about how they perceivetheir
ownlevel of social involvement and
connectedness

Find outwhathas

changed in the individual that has led
to isolation or alienation
Observetheindividual

interacting with others, lookingfor
patternsof poor communication,
respect, ortrust

Lead group discussions of events in

Examples of Phrases to Use

“You let me know that thisisa
difficulttime for
you,andyouarenotsure wheretoturn.
Inaddition to me, let's think about
whoelsecanhelpatwork and away
from work”

“You told me about spending less
time with family and friends. Help me
understand how that works for you”

“You said you are frustratedwith
people walkingaway fromyou
when you are speaking.Inotice that
sometimes yousoundveryangry
before they walk away’

To a team: “Orange Zone huddle. This

order to promote common perceptions is a tough situation and we need to get

and understanding
Look for and discuss situations that

might interfere with two-way trust and

respect

Confront and try to neutralize blame,
guilt and shame

on the same page. This started because
of (name event). What is your concern?”

To a peer: “There was an error and

we will work together to learn from
this. What are you thinking right
now about...?”
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IX. SFA: Competence

The SFAfunction of Competence improves endurance through difficult
challenges by enhancing and restoring previous occupational,personal
andsocialcapabilities,orfacilitatingthe cultivationofnewskills.

TheneedforCompetence occursinthree differentways:

1) When an employee does nothave the experience or skill leveltoaddress
the demands of the position, which creates stress reactions

2) Whenthereistemporary or persistentloss of previous skills or abilities
(eg, mental focus, patience, emotional self-control) due to Orange Zone
stress

3) When there is inability to cope with newly emerging life challenges due
to symptoms of Orange Zone distress eg, nightmares, intrusive thoughts).

SevenC’s
1. CHECK

Assess: observe a

“ Distress/floss
of function

2. COORDINATE
m’ Get help, refer as
~NStressors, 3 COVER
Get to safety AS:
4. CALM
Relax, slow dowr
Wellness 5. QONNECT .
Get support from
6. COMPETENCE
RL’S[l"’L’ L’(ﬁ’[f!‘l’t‘h
7. CONFIDENCE

Restore self-estee

Coordinate,

Use the examples on the next two pages to answer the following questions:

What are some ways that you have been able to increase a sense of competence in yourself?

What are some ways that you have offered or been offered support to increase sense of competence?

Stress First Aid for Health Care Workers | WORKB OOK
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POTENTIAL COMPETENCE SELF-CARE ACTIONS

Here are a few potential actions for building Competence:

*Whenyouare havingadifficulttime, use positive self-talkand don’tbe afraid to ask for helpand guidance frommentors.
*When tough things happen, establish new relationships with those who have been through similar situations.
*Ifyou’re under too much stress, do something thatis easy for you to give you a sense of accomplishment.

*Find people who can help you with engaging in healthy habits.

*Regularly reflect on the balance between the satisfaction of fulfilling work duties and the personal sacrifices you are
making. Be prepared to adjustbehaviors and expectations if that balance changes overtime.

Here are a few potential actions for building Competence in oneself during prolonged stress:

*Make a commitmentto endure, using whatever coping skills work best, as well as these potential actions:
Divert attention temporarily, using humor or acceptance.
¢+ Keepworrying circumscribedto actual potential risks and be disciplined about notletting fears derail
important life tasks.
+  Shift expectations about what to expect from day to day and about what is considered a “good day*
+  Clarify top priorities and focus on taking steps towards what is mostimportant.
* Create routines of living and make every effortto keep to those routines.

POTENTIAL COMPETENCE COWORKER SUPPORT ACTIONS

Restoring or enhancing Competence in the face of Orange Zone stress can require the following sequence of
actions:

Specific Intent Examples of Phrases to Use

Stop * Makesurethereistimegiventorestand “We needto pause. | can coverthis. Take a
torecover if needed 10-minute break”
* ldentify challenges to functional

“The EHR is down. Take a break and step away from

capabilities the keyboard. What do you need to getdone?”

Do not keep doing what is not working

Back up ° Retrain and refresh old occupational, well- “You have been doing this along time and it feels
being, or social skills like everything changedin the lastfew months.
* Givetraininginnew occupational, well- What new skills or ways of thinking do we need
being, or social skills now and going forward?”
* Helpmentor, problem-solve orexplore
new options
Move * Provide practice inrefreshed skills “lam glad thatyou completed the communications
forward * Providepracticetoperfectnewskills training and are back to work. Remember that not
* Assistinintegrating backintodutiesand everyoneknowsthatyouaretryingtochange.
infinding new directions and goals Iwillcheckinwithyoutoseewhatisandisnot

working; you can check in with me too”
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POTENTIAL COMPETENCE LEADER SUPPORT ACTIONS

Because leaders are in a particularly important position to help with Competence, many of the following examples of
ways to build Competence in others are bestimplemented by those in leadership positions:

*Be authentic, normalize stress reactions, and give simple examples of ways to cope.

*During highly stressful times or after mistakes, give extra attention, training, or mentoring.

*Connectthe personwho has Orange or Red Zone stress reactions to relevant resources to learn coping and well-
being skills.

*Provide targeted training after mistakes and with skills that are used infrequently.

*Provide training in stress management and other well-being skills.

*Ifsomeone is stressed because they are overthinking, give them simple systematic ways to occupy their thoughts,
like counting random numbers, or counting steps.

*Letpeople know that you would expectthem to struggle in certain stressful situations.

*Mentor others by offering advice on how you got through similar situations.

*Ifan employee is strugglingto learn a task or process, find someone who matches their personality — somebody
they can relate to and communicate with — and assign that person to help them.

*Forless experienced workers who are anxious when learning something new, startwith less stressful tasks, and
provide stepped escalation of potentially stressful jobs in a thoughtful manner.

*Give the stressed individual responsibility little by little so that they do not feel overwhelmed.

*Remind the person of coping strategies and skills that have worked for them before.

*Encourage active coping.

*Help problem-solve and set achievable goals.

*Aftermistakes, helpthe personbecomemore competent, to helpwithshaken confidence.Remindthemthat
everyone is human and that all reactions are acceptable in the right context. Help them to figure out what they
might do differently in the future.

*If the team’s sense of duty and commitmentlead to overworking, make sure that they’re getting rest, and
advocate for them.

*For those who need a break, reassign or temporarily suspend key job duties.

*Before you have a conversation with somebody who you think needs time off, make sure taking time offis feasible
for thatindividual.

*Forthose who have taken time off, integrate them back into duties by assigning responsibility in a stepped,
gradual way and help the person “recalibrate” their expectations and goals to meet current circumstances.
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X. SFA: Confidence

Confidence focusesonbuildingrealisticself-esteemandrestoring hope, both
ofwhichare oftendiminishedinthe aftermathofintenseorprolongedstress.

Confidence can be needed when Orange Zonestresscancauseapersonto
feelguiltyorbitter, havedifficulty forgivingthemselvesorothers, orhave
troublefindingmeaningorhopeafterwhathashappened.Forexample:

e The deathofapatientdue tofailure to take proper precautions resultsin
guilt

e Awear-and-tear stressreaction resultsin losing respect for leaders

¢ Significantlife threat results in depression and loss of spiritual faith).

Model

SevenC’s
1. CHECK

Distress/loss Assess: observe a

of function

2. COORDINATE
ml Get help, refer as

“NStressors,. 3 COVER

Get to safety AS:
4, CALM
Relax, slow dowr

Wellness 5 CONNECT
Get support from
6. COMPETENCE
Restore effectiven
7. CONFIDENCE

Restore self-estee

Use the examples on the next three pages to answer the following questions:

What are some ways that you have been able to increase a sense of confidence, meaning, or hope in yourself?

What are some ways that you have offered or been offered support to increase confidence, meaning, or hope?
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POTENTIAL SELF-CARE CONFIDENCE ACTIONS
Here are a few potential actions for building self-confidence:

*Ifyouunfairly blame yourselfforachallenging situation, use positive self-talk to reframe the way youlook atthe event.
*Remindyourselfof other successful casesto boost confidence when faced with those thatare less successful.
*Eveninthe most severe cases, focus on ways that you were able to make a positive impact.

*Adopt a long-term perspective.

*Don’t take perceived failures personally.

*Use small triumphs to build confidence. If you have self-doubt, get advice from self-help books.

*Afterparticularly traumatic situationsorlosses,don’tpushyourselfto “process’the situationinanyparticular
timeframe. If something triggers you, give yourself time and space to think it through, integrate it, talk to someone,
and have emotions aboutit. Find ways to makes make sense of the situation so that you don’t get stuck in suffering.

*Use the wisdom gained from difficult experiencesto reconfirm your values, make changesinyourlife, appreciate
what you value or help others.

POTENTIAL LEADER ACTIONS FOR BUILDING CONFIDENCEIN OTHERS

Leaders play animportant role in building trust and self-worth by developing clear lines of communication, reducing
stigma, offering encouragement and praise, fostering and supporting efforts that will alleviate and mitigate stress, and
helpingto re-establish confidence in coworkers who are experiencing stress reactions.

Here are a few potential leader actions for laying a foundation that builds confidence in others:

*Setrealistic expectations about the need to follow procedures but be open to taking a lessons-learned approach
about deviations from protocol.
*Discussyourpreferredvaluesforworkingwith eachotherand stressthatyou willsticktogetherinadverse circumstances.
*Focus on learning opportunities.
*Confront stigma about stress reactions.
*Be arole model to show coworkers healthy ways of dealing with difficult situations.
*Remind people ofthe ideals and values that drew each of you to the work you are doing.
*Give regular positive feedback, and remind them about their positive impact, values, skills and competence.
*Give them tasks that they can be successful at.
*Foster and support taking steps to alleviate and mitigate the harmful effects of stress.

Leaders can also help someone with significant stress reactions with the following actions:

*Allow the person to be reassigned or take a break from work.

*Be patient and open to the possibility that the person can fully return to work duties.
*Gradually increase duties and responsibilities when the person returns to work.

*Look for positive changes in the person’s behavior.

*If necessary, help to re-establish the trust of coworkers in the person by providing accurate information, reducing
rumors and gossip, beinganon-judgmental, acceptingrole model, and discussing coworkers’fearsand concerns.

*Mentor the person to consider other options if they continue to struggle, including leaving their current position.
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Here there are some potential actions that can contribute to building Confidence in coworkers:

28

Action

Determine
needs

Connect
with
resources

Encourage
growth

Specific Intent

Assess self-image,
understanding of meaning
of life events, level of trustin
selfand others, and hope for
the future

Restore depletedphysical,
psychological,andsocial
resources

Foster spiritualconnections

Reduce excessive guilt or
shame
Promoteforgiveness of self
and others

Establish new meaning and
purpose
Setnewdirectionsandgoals

How to Dolt

Listen empathically.
Develop a trusting
relationship.

Ask guestions and offer
tentative observations and
understandings.

Coordinate with all possible
sources of needed resources,
both inside and outside the
organization.

Address problems: financial,
family, occupational, health,
etc.

Identify obstacles and find
solutions to overcome them.

Helpthe person focusonthe
presentratherthandwelling
on the past or worrying
about thefuture

Letthem knowthey are not
alone in experiencing stress
reactions

Listen for and confront
distorted or overly negative
and/or rigid conceptions or
perceptionsofselforothers.
Encourage the personto
understand how others
seethem, ortotry more
adaptive ways of seeing
themself or the situation.
Encourage learning and
education.

Encourage setting realistic
goalsandsettingaplan
toachievethosegoalsin
readilyattainablesteps.

Examples of Phrasesto

Use

“Yousaid, ‘Itdoesn'tmatter
anymore’ Why is that?”

“Team,wehavehadarough
week Whatdoesitmeanto
beadoctor,nurse,techgiven
our experience?”

“The past month has been a
drainfor all of us. Physically,
mentally, financially we have
been hit. Some of us are
pretty exhausted. Here are
some of the resources that
we have...”

“Therewasabadoutcomeand
youarefeelingbad; | getit.
You are not 100%responsible
forthis.Let'stakeanhonest
look at what was and was not
in your control... Now let's
think about what we will do
differently in the future”

“Team, we have beentalking
aboutourchallenges andthe
things that did not gowell.
Let'stake amoment and talk
about some of the things that
didgowell... Which ofthese
dowe need to make sure that
we keepdoing?”
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POTENTIAL COWORKER SUPPORT CONFIDENCE ACTIONS

Here are a few potential actions for building confidence in others:

*Be authentic, empathic, and nonjudgmental. For instance, make simple, nonjudgmental statements such as:
¢+ “lcan understand why you're feeling this way, given your strong values,”
* “lknowthis can be rough,”
* “Whatcan|doto help?”or“Whatwould be helpful?”

*Help them focus on the present.

*Encourage themtoremembertheir personal strengths, positive relationships, spiritual change, appreciation for life, or
other things they value.

*Helpthem make meaning of difficultevents orlosses by encouraging themto find waysto memorialize orhonor
those events or losses.

*Whenapersonisstrugglingwithlackofconfidence, guilt, orself-doubt, helpthem countertheirguiltby
normalizing their reactions and letting them know they are not alone in experiencing stress reactions.

*Be willing to talk with them as many times as they need, give them relevantreading materials, and connectthemto
treatment or to people who have dealt with similar situations.
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XI. Stress First Aid Scenarios

Use the following scenarios to think through or discuss how SFA actions can be used with those
who are experiencing either significant distress or impairments in functioning caused by stress
reactions.

Remember, SFA should be used in a natural, seamless way, and implemented when needed.
In most cases, it is not necessary to provide all the SFA actions.

As a reminder, SFA core functions along with a sampling of associated actions are provided
in the table below.

SFA FUNCTIONS POSSIBLE ACTIONS

Check * Assess current level of distress and functioning

* Assess immediate risks
Assess need for additional SFA interventions or higherlevels of care
Reassess progress (Re-Check)

Decide who else should be informed of situation
Refer for further evaluation or higher levels of care, if indicated
Facilitate access to other needed care

Coordinate

Cover Ensure immediate physical safety of stressed person and others
Foster a sense of psychological safety and comfort
Protect from additional stress (ensure respite)

Reduce physiological arousal (slow down heart rate and breathing, relax)
Reduce intensity of negative emotions such as fear or anger
Listenempathicallytotheindividualtalk aboutexperiences

Provide information that calms

Calm

Connect Encourage connection to primary support people
Help problem-solve to remove obstacles to social support
Foster positive social activities within crew

Competence Help mentor back to full functioning
Facilitate rewarding work roles
Arrange forretraining

Confidence Mentor back to full confidence in self, leadership, mission and values
Help restore meaning or faith

Foster the trust of coworkers and family members in the individual
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SCENARIO 1

A respected member of your staff has had a hard couple of years. He had an injury, financial
problems, and lost a close friend to a motor vehicle accident. Recently, he separated from his
spouse and had to move out of the family home.

He has been drinking a lot and often appears to be under the influence of alcohol when not at
work.

He is distracted and expresses a sense of hopelessness that things will improve.

Today, he arrives to work late.

When you begin to talk with him about your observations he says, “What difference does it make?
Nothing really matters anyway. It doesn’t matter if I'm here or not.”

Answer the following questions:

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?

SCENARIO 2

A nurse who you know has been having marital issues has trouble with entering data into an
electronic record. She throws a stack of papers on the floor and runs to the bathroom.

Answer the following questions:

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?
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SCENARIO 3

A well-respected staff member who has recently been transferred to your unit becomes upset
when other staff make jokes and comments that seem to bother him. He begins to become
more irritable and isolative and tells you that he finds the behavior of the other staff offensive.

Answer the following questions:

* What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)

+ How would you approach this person?

* What other information would you want to know?

*  Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

+ Does this scenario relate to any similar work scenarios?

SCENARIO 4

* Your pediatric ICU unit responds to a child who is injured from suspected physical and sexual
abuse.

* Your team includes a nurse who has been on the job for about one year.

* When the child’s vitals take an emergent turn for the worse and the nurse is asked to assist, she
freezes.

* You call her name, but she doesn’t respond. You then tap on her shoulder and she responds
immediately, re-engaging in the task at hand.

+ A few shifts later, she tells you “I just don’t know if | can keep doing this.”

» As you talk further, she tells you, “I froze in that instance. What if | freeze again and someone dies
because | don’t react fast enough?”

Answer the following questions:

* What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)

* How would you approach this person?

* What other information would you want to know?

* Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

- Does this scenario relate to any similar work scenarios?
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SCENARIO 5

Your unit has been responding to a particularly strong viral outbreak that results in a rash of
illnesses on the ward and two staff members falling seriously ill with pneumonia.

You notice that the conversation during lunch focuses on the lack of trust in leadership and
whether the agency even cares about their safety.

Answer the following questions:

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?

SCENARIO 6

You are training a nurse. Up to this point, she has been a quick study and eager to learn.

She is becoming increasingly frustrated and throws the papers she is holding and starts to walk
away.

Another nurse makes a snide comment as she passes by and she makes a rude gesture to her.
You know that the nurse has had two deaths in her immediate family in the past month and is
dealing with her child’s learning issues at school.

Answer the following questions:

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?

Stress First Aid for Health Care Workers | WORKB OOK
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SCENARIO 7

You and your team hold a small celebration on the day that an intern returns to work.

Six months earlier, he was injured in a workplace violence incident and has just returned to work.
Later during the day, the you notice that the intern is unusually quiet, but when asked if everything
is ok, he assures you that he is fine, but just a little tired.

As he walks into the same hallway where the workplace violence incident occurred, you notice
that he is breathing very rapidly and sweating.

Answer the following questions:

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?

SCENARIO 8

You notice that one of your coworkers is withdrawn, avoids contact with other staff and has
stopped participating in off-duty activities.

When you talk with her, she confides in you that she recently discovered that her 17-year-old son
has an addiction and she is not sure what to do. She and her husband argue because they do not
agree about what to do.

She tells you she doesn’t sleep well because she frequently checks to make sure her son is
breathing.

When you ask her about work pressure, she tells you that she is struggling to complete a special
project that her supervisor asked her to do. She says, “| guess | am just a failure all the way
around.”

Answer the following questions:

34

What kind of stress injuries may be present? (Wear and tear, loss, moral injury, traumatic stress)
How would you approach this person?

What other information would you want to know?

Which SFA action(s) do you think would be helpful? (Cover, Calm, Connect, Competence,
Confidence)

Does this scenario relate to any similar work scenarios?
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XIl.Summary and Next Steps

Stress First Aid fosters self-care and coworker support, but it invites you to use the framework in an
individualistic way, taking into account your preferences and your capacity to engage in self-care and
supportive actions.

Rather than prescriptively requiring that you offer support in a particular way, it instead highlights the
importance of coworker support, which is protective because of the unspoken understandings that
result from working together. It is frequently only in moment-to-moment encounters that the right
support can happen, if a person is aware of its importance and empowered to decide how best to give
that support. This model empowers you to be creative in the way you engage in support of your
employees and coworkers. It asks that you avoid taking for granted all the small ways that you show
kindness, empathy, and support, and reminds you of the cumulative potential impact of these
behaviors in the lives of each other.

SFA gives a framework to identify what research has suggested are potent protective actions which
are helpful in many different ongoing adverse circumstances. It also highlights the importance of
organizations engaging in discussions and problem-solving around work stress and empowers
employees and leaders to work towards reducing both acute and cumulative stress.

DISCUSSION: NEXT STEPS

1. Will SFA be helpful in your self-care?
2. Will SFA be helpful in coworker support?
a. If so, how can you start incorporating SFA principles into your workplace?
3. What are next steps?
4. What obstacles do you anticipate?

5. What resources might you need to best move forward with SFA?

Stress First Aid for Health Care Workers | WORKB OOK
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XIll.  Stress First Aid Examples

Here are some quotes from employees in high stress work settings, regarding either the need for SFA or how
to implement SFA. These individuals were recommended for SFA focus groups because of their reputation as skilled
leaders, peers, or mentors. These have all been included to help you reflect upon how SFA can best be used in your
work setting.

NEEDFORCHECKEXAMPLES CHECKINGONCOWORKERS EXAMPLES

“Iseestressreactionsingroup meetings Peoplewho Build a Foundation:
normally might have been engaged and instead are just
on their phone or checked out”

“Youhavetohaveafoundationofrelationshipinorder
tobe able to mosteffectively check on people Atthe
end ofthe day, ifwe’re notcomfortable talkingto one
anotherorwedon’tevenhavetherelationshiptoeven

care aboutone anotheronthatlevel, none ofthisis
“I think it's an energy too. There’s an energy feel to going to work”

people. It'salmosta hollowlook and hollow feel. They’re
justcheckedout. Butyoudon’tevenhavetoseethem
sometimesand see theirface. Youcan justfeelit.

| don’t know.”

“I've seenultimatums, where individuals say, ‘I’'m notgoing
to do this anymore, and just dig in their heels”

“The groundwork orthe foundation thatyou lay atthe
human level is going to make a difference when it's time
tohaveaharddiscussionorconversationthat'sway
belowthe surface Havingsomethingelsetoengage

people onapersonalleveloutside ofthe professionis
hugelyimportant.Caringaboutyour people beyond

“Ireallythinkalotofwhatthisis,ispermissiontotake care the task and duty is one of the key top-rated leader

of ourselves” characteristics in research studies”

“Ihave made a very conscious effortto keep tabson “Leaders may be afraid to ask how they can help because
myself. Thebigstressindicatorsforme arefatigue, they don’t want to promise what they can’t provide.Don’t
having a hard time focusing, being short on the fuse, not beafraidtoaskstaffabouttheirbiggestchallengesBut
exercising, and not doing the things | like” alsoaskthemwhatis workingand askwhatthey think

isneededtosolve problems.Letthemknowupfront
thatyou mightnotbe able to fix everything, but that
together as ateam you can find ways to creatively adapt
to challenges’

“Insupervisingstaff,Ihave aone-on-one meetingwith
— eachofthemeachmonthjusttotalkaboutworkstuffor
[ — personal stuff, and how they're doing”

] .

“When Iwas starting, | was onatough case and my
supervisor will reach out to me to say, ‘Hey, how are you

doing?’| can't emphasize the important of this enough’”
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‘| wantto make sure that we're setting up a system where
peoplefeellikeit's okaytoreachoutWealsoneedto
setupasystemwhereit'snotonlyokaytoreachout, but
wherewe’re goingtoreachouttoyou sothatyoudon’t
have to be the one to reach out”

“We had anew boss who came in andliterally went door to
door,wentthroughthe entiredistrict,satdownwitheach
personandsaidthathewantedtohearfromthemwhat
wasgoingright,whatwasgoingwrong, orhowtheyfelt,
andthat'sareally greatwaytostartajob.Evensmallthings
likegivingalunch,justtobringpeopletogether,talking
about late night text messages, and setting aside time to
have lunch starts to build a foundation”

“l consider most of the misbehavior or bullying behavior on
myteamto bethe resultofunhealed Orange Zone stress.
Thenwe canapproachitasastressinjurythatneeds
mitigation, rather thancriticism.”

“When | walk on unit, there are two things that show stress:
1.Ifthere’s abig open bag of candy, and 2. IfIcan’t hear
‘please,’ ‘thankyou, or‘lappreciate.” When people say
‘please,’” ‘thank you,” and ‘I appreciate’ consistently, it
changes the tone and builds teams.”

Find Practical or Creative Ways
to Start the Conversation

“luse Checkwithemployeesregularly—theydon’teven
knowI'mdoingitIwillpursuealineofquestioningifthere
is two-way communication and try and get down towhat’s
goingon.lt'sactivelistening.lwillinstead startaline of
communication, getthemtalking, and look for words, non-
verbal signs, and cues as to how they are doing”

“If you have a close working relationship, let the person
knowthatyou have noticed thatthey don’tseemto be
themselves, or seem preoccupied, and itlooks like they
could use a break.Then invite them to get lunch, grab a
cup of tea, etc”

N

“lusually startwith, ‘How’sitgoingforyou?’Iseeifthey
can offer some information thatwill give alead-in.If
thatdoesn’twork, I try to startwith something positive
like,'Heyyou’redoingwellbutitseemslikeyoumaybe
strugglinghere,isthereanythinglcanhelpyouwith? It
kindofdependsonifyouknowthe personverywellor
not. I might say, ‘I've heard what you're going through!
Having a specific example helps”

“You can have ameeting and say, ‘Okay.You know, it
sounds like most peoplein here are sort of Yellow right
now heading into Orange.ls that where you guys are?’
kind of thing.‘Who is stressed out?”

“There are manydifferentwaysto checkinI've had
management come to my office, close the door, and just
askhowlI’'mdoingaboutaspecificsituationI've had
coworkers walk with me as we leave work together and
just ask how things are with a situation”

“In our office, we have this little stuffed crab.When people
are acting a little crabby, somebody will walk by and
throw the crab on their desk. It's meant to lighten them
up alittle bit.It’s just to acknowledge ‘Hey, we all see that
you're having a bad day. But when the crab is thrown on a
deskit's notas serious.Itcanbe whateveryoumakeit.So it's
an easy way to kind of check in”

“One person in my office who was worried about a
coworker left her stress ball on someone’s desk and a
note that said ‘It looks like you might need this more
than | do. If you want to have a conversation let me
know! They didn’t have to sign their name because it
was a particular stress ball that was obviously hers, and
everyone knew it.It gave the person the space to decide
whether they want to talk or not, but they didn't feel
pressured to talk at that moment”

“One of my supervisors, asaway to break the ice and geta
conversation started in alight way, would say, ‘Everyone
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hastheirKryptonite, even Superman.tseemslikeyou've ‘I had a particularly traumatic loss at work, and my
got the Kryptonite in your life right now.” supervisor called and asked me how | was doingbecause
she knew how much I'had been affected.She said, ‘Don’t
be upset.lknowyou’ve beenworkingreally hardand
things just happen”

“We justhad two people that just started sitting down
having lunch together.Then it was three people.Then |
pop in every once in a while.Then the nextthing you
know it’s 15 people. You just have to start somewhere’ “We had a particularly hard situation happen at work and

one of my coworkers said to another, ‘I'min the Orange

Zone Whatabout you?’ And the other one said, ‘Me too,

and all that tells us is that we’ve got to watch out for each

other And then they briefly talked about the SFA actions
sothat people remembered to use them for themselves,
for somebody else, and with their family”

“Sometimesyou’vejustgottobethe persontoopenthe
doorand say, ‘Hey, are you doing all right?’ And maybe
yourfollow-upis, like,‘ldon’thavetobethe personyou
needtotalkto.Byallmeans,tellmetoleave,butgotalk
to somebody you trust. I'm just letting you know I'm
recognizing something is not right here.”

“Wehadsomeone atworkwhose motherhadsomesurgical
complications and she wasvery stressed and emotional.
She wasn’tready to talk aboutit, but we sent periodic text
messages saying, ‘Hey, thinking about you. Want to make
sureeverythingisokay.We're hereforyou."Whenshe

“I've done after-hours callswhere I've called and said, came into the office, because people had reached outto
‘Okay. We're out of work. Feel free to vent now” her,shewasverycomfortable discussingthe experience,

andhasprocesseditwell. Justthatlittle bitoflettingher

know ‘Hey,you’reonourmind’ helped hertoknowthat
she hadlove and supportno matterwhere shewas.”

“Most of our office partner up on work cases when they
can, and it's a great opportunity for them to share
experiences and that's when alot of sharing goes on,
whether it’s about family, whether it's about the job”

“Atext just shows that, even though you're outside the
work hours, you're thinking about that person.That is
so important”

. . o : o Check in After Noticing Patterns
When myintention is to provide some Stress FirstAid, |

realize that the folks who are closer in age and position “Ifyoustarttosee someonewho'sonlysendinge-mails
may doabetterjob. ltdoesn’traise athreat flagbecause between midnightandthree inthe momingandit'sa
they’re used to having a normal conversation with them. pattern, thenyou probably wantto checkinwiththem
When it's with the supervisor who typically gives them andsay, "Hey, howareyou doing? Howisitgoing? I know
thingstodo orenforces disciplinary actions, itraises that its not a time zone thing, so let’s really talk about this™

flag. If you've had enough normal conversations with
people,it'slesslikelytoraise afeelingofthreatthatit's
about disciplinary action.”

“Weare oftenasagroup more direct,forinstance we
go straight to the person and just make an observation
by saying, ‘Is everything OK? I'm just checking on you!
The same thing is true when we notice withdrawal and

Check in During or After Challenges ST _
isolation. We just knock”

“When someone is working on a high-risk case, a good
Super\/isor asks, ‘Hey’ how are you doing? Are you OK?” “As asupervisor, when I think reduced performance might
be tied to other things, | might say, ‘Let’s take a walk down
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and grab a cup of coffee’ | do this because, firstly, if other wehadafrankdiscussion; shewasveryreceptive and
peopleare aware of performance issues, sometimesthey pursued assistance through EAP, and we checkedin

will jump to conclusions seeing me talking to that person. frequently. Now she’s doing great”
Secondly, that person might be more open to talking

about things if we're outside the workplace” We're quick to say, ‘You need to take care of yourself

There’sasensethatwhileyou’reonthejobyoushould

“‘When something seems out of place in a person’s beabletohandleeverything-Tome,that'snonsense
demeanor, lwillpickup onit.Maybe one day theyjust because weall have been affected somewhere alongthe
needapickmeup.ltrytobe mindfuland observantasa line Atsome pointpeoplejustaren’tabletotake care of
leader in order to be there for them at times like that” themselves, and as a coworker that's agood time to reach

out and help them because they can’t do it themselves at

During the Covid-19 pandemic, some nurses and that moment They’re not seeing it They're too close to it”

physicianswere being furloughed because they were not
wearing masks.Managers were told to punish workers who

weren’twearing protective equipment.Instead, we asked NEEDFORCOORDINATEEXAMPLES

whatwasgoingoninthe systemWefoundoutthatthe “Therewas some mistrustaboututilizing EAP because of

hospitalhadboughtcheapgogglesthatdon’tworkand how it might affect their career.And even when we've had
fogged up and nurses wantedto see patients.They were staffin divorce proceedings whowentto counseling, they
willingtorisksplashtotake care ofpatients Westarted were worried about that being put on their background”

aCheckprocessthatresultedinstafffeelingsupported

instead of punished, and a problem-solving dialogue” We're rural so we contract with different treatment

providerswhothenenduponthe EAPlistSometimes
“SFA creates an improved ability to identify issues, come ourstaffisnotcomfortableintalkingtoalocalcounselor
together,and problem solve solutions. Itcalls attention who they see in other settings”
tosystemslevelissuesthatare problematicforthe
workforce. Ratherthan managers worrying that ifthey
ask what’s goingwrong, they will have tofix t, it's more
abouthavingadialogue. Forinstance, staffcanreportthat
there are activities orissues that are putting them into the
Orange. Then those issues can float up and be discussed.
‘Adepartmentisin Orange because..” The hospitalisin
Orange because...’ It's notthe old model of suckingitup,
takingtwo breaths, and going back towork. It's amodel of
identifying and addressingissuesasateam.”

“EAPstaffreallydon’thaveanunderstandingabout
our culture. And in rural environment, many don't feel
liketherewasanybodylocallywho couldprovidethe
needed services’

Check in After Noticing Signs of Distress

“Someonewasonmedicalleaveandshecameinfora
monthly potluck Her appearance and conversationwere
notconsistentwithsomeonewhowascopingwell.So
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“We have aCritical Incident Stress Management (CISM)
team with people who have extensive training in
coworker support, and they reach outto help employees,
but there aren’t enough trained staff throughout the
District to reach everyone that needs assistance”

COORDINATE EXAMPLES

Set Up A Variety of Resources in Advance

“Thevastmajority ofpeople are goingtobehelpedbyyou
beingahumanbeingandjusthavingalisteningear.lt
helps justknowing somebody cares and has some simple
advice However,whenyourunintothingswhereyou
don’tknowwhattosay, itishelpfultohavetheresources
to be able totalkto alocal clinician, mentor, coworker
teams, or somebody else who provides Stress First Aid
and ask them what they think”

“l consider it preventive maintenance to talk with a trained
counselor, to be able to have longevity in this job.People
don’t mind doing preventive maintenance on the car
withthe ideait's going to protectthe carforlong-term
use,butwedon’tthinkofourselvesinthatway Andwhat
you're talking about s like regular tune-ups, changing the
oil Allthe things you need to do for cars we don’tthink
about for ourselves as often”

“One does not have to be identified as a trained ‘coworker
support’persontobe helpful, butitmayleadto greater
confidence in reaching out to coworkers”

“We used life coaching because | needed someone who was
trained, understood ourbusiness, andwasn’tatherapist.
Coworker support falls in line with something like that”

“Our primary referral process has been to get someone to
acounselor,butwhatlfoundtobeascriticallyimportant
wasreferralto supportgroupsandself-help groups.
Maybe they don’t need to go to a therapist.Maybe they’re
sufferingfromagriefsituation Maybe theyneedtogo
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toachurchlthink sometimeswe getsolockedinto
professional help we forget that some of these other
programs are just as helpful”

“Wehavefoundafree,24-hour,confidentialtoll-free
number specifically for people in our lines of work. They
have a better sense of our culture and experiences We
have also found other hotlines, texting support services,
and telehealth services that can serve our staff’

“I'vefoundthatworking overthe phone with avery
competentlife coach has beenas effective as meeting
with someone in person’

“Ihave hadluck coordinatingwith localmentalhealth
professionals inthe community who are willing to provide
low-cost services to those who work in our settings”

“| would recommend testing the system prior to a
problem.Start dialing numbers and find out if everyone
inthe employee assistance chain knows whatto do.
We can test the strategy and come up with our work-
aroundsand alternative plansbefore thereisthe
immediate need for help”

“We have a contact listwith information and options, so
you have names of people you could contact easily.”

Mentor, Problem-Solve, and Normalize
Stress Reactions

“Asaleader/supervisor,Ishareopenlythe effects of
accumulated stressandwhatlthasdonetome The
stigmaisabigtargetbecauseitrunsreallydeepTo
gogethelp,it'sstillconsideredtobe aweakness, but
it's actually our greatest strength.Getting help doesn’t
necessarilyhavetocomefromatherapistltcanbe
obtained in a number of ways”

“Itry toidentifywho someone already hasin place for
support, whatresources are they have used before orare
already utilizing, and how can they work with those”
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“Goingonretreatisagoodoptionthat'sbeenemphasized COVERSELF-CAREEXAMPLES

from day one.” “ldon’tknowhowyou knowhowto make yourselfsafe

toopenuptootherswhenyou’restressed,otherthan

NEEDFORCOVEREXAMPLES justknowing that a person or place seems like they can

“The worst partis when you know you're notcovered.You offerit.The safetype of persononthe jobissomeone
canbustyourtailandyoufeellike you're notsupported who makes eye contact. | feel somethingwhen I look at
by superiors, that's the worst part” someone, that connection. It’s either there or it's not”

“| had aboss whose attitude was, ‘when I sayjump,yousay ~ Somewhere alongthe way you have to give yourself
howhigh?’He justwanted to beincharge Once hejust permission to take care of yourself’
started screaming and it made me soincredibly scared.It

“I think | recently had a realization that | have to set
made me feel really unsafe’

boundaries for myselfto keep myself safe and healthy At

“A coworkerwas going through a divorce, and there was theendofthe dayallofthiswork,allthe stressI'mputting
definitely 1to2 monthswherewe hadtobe checkingin onmyselfdoesn’talways changethe outcome.Youcanstill
regularly and asking him,’How are you doing? * putinallthistimeandallthiseffortandyou'restillgoingto

getmore and more work.Itjusthappens We'reimportant,

“Thereareinstanceswhere staffmembershave felt certainly, butwe’re notthatimportantthatwe can’tputit
targeted by a coworker or supervisor, and this leads to down to take care of ourselves”
anxiety when coming to work.Even simple phone calls
from a supervisor then become anxiety-invoking even “Ithinkit'simportantfor people to be really clearasto
though they are benign in nature” whattheir preferences are, and make alistfor self-cover,

because everyone has to know what works best for them?”
“Sexual harassment by coworkers or people is anxiety

invoking, butthereisfearofsayinganythingduetothe “Occasionallylwill actuallyturn myphone offandjust
perception of being overly sensitive” say, ‘Okay. I'm going to turn it off And you need a break |
think giving yourself permission to completely check out
“Some are concerned about their safety due to a person is important”
cominginand destroying ordamaging property and
making threats” “In terms of Cover self-care, | think one of the most
important things is to find someone that you’re
“Alotofpeopleinthisjobare Type Al thinkit'scommon comfortable being vulnerable with and reminding
towantto be right, towantto be ontask,and to notwant yourselfhowimportantthattype ofconnectionis.It's
to fall short, which leads to overworking and burnout” reallyimportantto find thatone ortwo people thatyou

canbevulnerablewithinanappropriate waysothatyou
canbesafetoshareandtodisclose The markersofasafe
personarethatthey’re notgoingto gotelleverybody
else,andtheydon’ttellyouwhattodoTheyjustlisten.
Sometimes|justneedto getitoutand | don’twanta
solution. | just want to vent | just want to be heard”

“A coworker died unexpectedly. The concern shown by
leaders following the death seemed disingenuous and
created hostility, because prior to their death, the person
had been looked down upon and treated poorly by
supervisors. Itmade all of us feel like we couldn’t trust our
leaders to beauthentic.”
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“Havingthe Coverinyour personal life, thatone personto “Ihad an old supervisortellme ourworkislike sweeping
talkwith, whois aware ofwhattype ofwork you do, or sand.Nomatterhowmuchyousweep,it'sgoingtobe
ifyoujusthaveabadday,isveryimportant. Havingthat there.That helped me realize | can put my work down and
Cover available inyour personal life is necessary, because gohome,becauselcancomebacktomorrowandstart
somanytimes we're stillthinking about what happened at sweeping some more”

work when we gethome.” . , _ -
I hadto have conversations with people and say, ‘Don’t

come in to work on your day off. Get some rest and
COVERCOWORKEREXAMPLES relaxation. Don't come in’ People’s sense of duty and

Cover as Setting Healthy Boundaries commitment sometimes lead to overworking.! have to

“I thinkit's really about a supervisor giving us permission make sure that they're getting rest”
to put the phone down and giving permission and
guidance abouthowto setboundariesand limitswith
what we’re working with”

“Pretty much everyonel seeisburdened by work We are
outtakingonmore dutiesasourworkforce shrinksand
budgets shrink.Butto say “You should take time off may

“Coveris sometimes implemented by setting boundaries, be really tough for someone to do, financially.So, before
sopeoplefeelsafetotake care ofthemselves Sometimes youhaveaconversationwithsomebodywhoyouthink
what I've done with boundaries in my office is to say okay, needstime off, make sureitwon’tbe more stressfulfor
during our lunch break, we're not going to talk about ~ thatindividual to take time off’

work.Let’s talk about something other than work because
it's soeasytogetcaughtupintalking aboutworkall the
time.Sojustsettingthatboundary We cantalkabout
work when we get back to work”

“Work stress iscompounded by life stress.You can’tavoid
the news anymore, and people’s stress levelsingeneral
are high,wherethey’re constantly gettingbombarded
with bad news, and getting crushed by the news At

“Atsome pointin my career a supervisor told me, ‘If you're some pointyou havetoputthe phone awayturnoffthe
just having a particularly hard day, you have permission notifications and pick and choose what you wantto hear,
toleave ifother people can cover foryou for the restof insmallerdoses.tellmyteam, daybyday, justkeep
that day’ He allowed us to give ourselves permission to go doing what you can do, try not to go beyond that”

home, and to let the job go for that day “Onethingl'vetriedtodotosetgood boundarieslfisend

atext or email, | say, ‘You do not need to respond to this!
Becauseone ofmyworriesisthateverybodyistexting
thatperson andtheyfeelaneedtorespondtoallthe
texts.So, lwrite,'Do notfeellike youneedtorespondto
this. | just want you to know I'm thinking about you”

“I'vehad severalpeopletellme,‘Hey,itwasonlywhen|
wentoutofthe countryand couldn’taccess my phone
thatlrealized howimportantitistocheckoutcompletely
when | go on vacation”
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“mgettingreadytogo outforsixweeksforsurgeryand “We had a very difficult case.From the very beginning,
wassostressedaboutleavingworkforsixweeks My there was incredible support from everyone, because
supervisorsaid, Whydon’tyoujustrelaxabit, soyou we knew things were going to be hard.Because of that
don’thave to have surgery again.Sometimes you just team approach from the very beginning, providing
havetoletotherpeopletaketheburdenYoucan'tdoit Cover, there wasn't the same level of anxiety”
all yourself” , _ ,
“We have casesthat are hard to deal with, and just having
“Asasupervisor,whatl'velearnedisto help people asupervisorwhoiswillingtostandby,eveniftheydon’t
make decisions when they may not be making the best talk, provides CoverandsupportJusthavingsupervisors
decisions for themselves” whoarewillingto oversee withoutinterveningisreally
, comforting”
“We hadadeathafewmonthsagoandthe supervisor
said,‘Youcould’'vedone everything perfectlyanditstill “During a public health crisis, everyone came together, and
wouldn’t have necessarily changed the outcome of this, upper management keptus informed and with constant
so let’s look at what lessons we might learn from the case’ updatestoeveryoneinthe office,itwasjustunitedand
| think saying that out loud, helps the person” all together.”
“Coverisachievedisbyshowingvulnerabilityyourself Covering Each Other For Personal Issues

and by knowing your employees.SFAneedsto startwell
inadvance ofanythinggoingon.Youslowlyimplement
itintoany organization,soitisnormal Wetalk,dropour
guards,andshowourvulnerability lthastobeginwell
in advance of anything happening’

“Our management is now becoming more aware of the
impact of having family issues, such as sickness, orthe
needto care foraparentwhenthey’reinthe nursing
home, those types of things.They are making sure that
thepersonfeelsthatthere’sasafety netforthem,so

“Onthe whiteboard, we staff would write our name if theydon'tfeellike theirjobisin jeopardy in any way,
we thought we were in the Green Zone that day, to give andtheyknowthattheycango, thattheydon’thaveto
permission for coworkers to approach us for support worryaboutit,thatsomebodyhastheirback Sonow
withoutworrying about beinga burden. We could erase we're covering duty, or making other coworkers aware,
our name if no longer in Green.” andtellingpeople, ‘Go, leave, you're covered, we’lltake

care of things here if you need to go”

Cover in Unsafe Situations
“Ifacoworker has signs of high stress that cause them

tomake mistakesatwork, youcanaddressthatperson
individuallytogetapulse checkofwhat'sgoingon.
Hopefullyyou’re goingto drawthem outwith active
listening to get at what is at the root of problems. There

“Illike to give a briefing before there mightbe apotentially
unsafe situations: ‘Thisis somethingwe could encounter.
Thisiswhatwe’re goingto doifthese thingshappen.
Let’s problem solve ahead of this situation”

“| had a situation awhere someone was making inappro- alsoisatimeand place formetobemoreabruptand
priate sexual comments, and | talked to my supervisor, directive, ifthereis danger, orifitis are-occurring thing.
who stepped in to help make things safer for me” Sometimesyouneedtobe moredirective orabrupt.”
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Cover for Family

“Ilgave myfamilyageneralsafety briefingsothey
knewaboutthingsatmyworkthatmightaffectmy
safety or theirs’

“It'simportantforfamily to be educatedto be aware of
any red flags that you might demonstrate. They should
also know the different challenges that might happen
fromtheverybeginningofyourcareer,andknow
thatsharinginformation, whateveris comfortable, is
important,sothattheycanbe preparedltis providing
Coverforthemtoolfyoustartto shutdownandisolate,
theymightbethinking,‘Okay,whatdidldowrong? Are
they mad at me? What's goingon here?’ Soit's important
to share just enough so that they can provide you Cover,
and not take your stress reactions personally”

“My husband works shift work, and sometimes | feel like
I'masingle parentforfourdaysaweek Some ofthe
Coverthatldowithmykidsisthattheystilldon’tknow
aboutthe details ofthe stressfulexperiencesonmy
job, because 'mnottellingthemaboutit.Butl dolet
themknowthatthere maybetimeswhenlactacertain
wayandthatis probablybecause ofstressonthejob,
sotheywillknowitisnothingthattheyhavedoneto
make me act that way’

“Partofwhatldowithmyhusband,istoreviewas
little aspossible ofthe harderstuffbecauseiflwere
tositand openhiseyestoalloftheseterriblethings
thathappen,itwouldworry him, so partofmyway of
coveringhimiskind ofshieldinghimfromsome ofthat
awful stuffthatmostpeople in thisworld don’thave to
deal with”

“‘Onmywayhomel’licallmysonsandtellthem,‘'momis
notcookingsolet’s go outto dinner.” And then they know
that I've had a bad day without me actually having to say
anything more. | think that helps us both.”
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NEED FORCALMEXAMPLES

“When overwhelmed with too many obligations or
distractions, I've witnessed coworkers completely ‘shut
down, renderingthemincapable ofdoingtheirjob.
These overwhelmed states were notjust due to the job; it
is typically a combination of multiple stressors”

“Calmwas needed after aheated exchange duringa
staff meeting”

“Issues with coworkers create a need for Calm’”

‘I needed Calm after | came upon a volatile situation
at work”

“‘Mywork hasaffected my familyand vice versa.As
much aswe wantto believe thatwhateverdynamic
happens at home doesn’t affect our work, we’re lying to
ourselves Forexample,anargumentathome canaffect
your work”

“Often times meetings are the place where changes are
being discussed, and now you have to deal with things a
differentway,andnegativeemotionsariseinpeople A
lot of disagreements happen in meetings.| think after we
walk outofa staffmeeting, youhearalotofgrumbling
and people are just emotional, angry and frustrated”

“Notlongago, Ihad acase take asuddenturnforthe
worse.My head was all over the place trying to make sure
thatthe crisiswasavertedbefore Icouldevenfeellikel
was able to effectively address the situation”

CALM SELF-CAREEXAMPLES

“Tocalmmyself, llike physical activity, exercise, motion,
and havingmyfamily and close friendsisgood.l
have agood female friend up the street.She seems to
know when | need to talk. Those are the things you
absolutely cherish”
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“Whathelps calmmeis breakingdownresponsibilities into
manageable pieces, making lists and being organized”

“Takingabreak fromworktoclearone’sheadisbeneficial.
During this break, several different strategies can be used:
a short nap, physical exercise, meditation, stretching,
having a conversation with a friend, laughing, gettinga
drink of water and avoiding caffeinated beverages that
contribute to agitation or anxiety.”

CALM COWORKER EXAMPLES

Education

“Aclose coworkerdiedunexpectedly Educationwas
shared regarding‘critical incident stress’ to inform staff
aboutwhatthey may experience physically, cognitively,
emotionally, etc”

“Preparingpeople ahead ofavery stressfulexperience
canbeverycalmingaswelllt'shelpfulifpeoplejust
acknowledge potential stressors.Ithasitbe onyour radar
instead ofexpecting people to suckitup and deal with
theirown stuff. Acknowledgethatitcouldbe necessary
tohavesomehelpltcalmsthembecausetheyfeelthey
then have a sense of control over that one piece”

Venting/Connections

“loftenhavepeople comeintomyofficeandventtheir
frustration/anger without judgment being passed”

“Ihave gonetothe gymwith coworkersoraskedthemf
theywantedtotake awalkortakethe ‘friend’chairinmy
office to vent”

“Generally,formeifitisafterhoursandIneedtocalm
down, I callacoworker. And Ifind for me talkingitout
with somebody who'’s not as emotionally charged about
the situation calms me down’”

_

“Goingtodinner and/or having a beer after a stressful day
can be calming”

“Ihad coworkersoverwhelmedwiththingsandwe got
ice creamontheway back fromahomevisitbecauseice
cream solves everything. Sometimes the littlest thing can
have a significantimpact.”

Making Meaning

“After the death of a coworker, we met as an office and
shared storiesand memories, anditseemedtohelp us
begin to heal.”

Calming Activities

“Duringa particularly difficultinterview or meeting with
coworkers, I'll often have calming music quietly playingin
the background”

“| paradoxically find that listening to intense hard rock
music calms me down”

“We have an individual who does medical grade
biofeedback, which is very calming”

“Whendecisionsare completely outofourcontrolor
notevenin our manager’s control and everyone’s trying
tofigure outhowwe’re goingto handle it, some ofthe
ways that we found for calming ourselves are running,
listeningtodifferenttypesofmusic,gardening, riding
horses, orjust getting involved in something enjoyable.|
personally volunteer in the nursery’

“Just find something that you can escape to you and
have some simplewaysthatare calmingisgood, like
breathingormindfulnesspractices.Incourt,one
judge starts out with 50 deep breaths before we go
into the case.”
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Taking a Break

“Afterparticularlytoughsituations, I've told people,‘It's
beenaroughdayforyou.Justgohome.Justgorelax. Take
theday.Dowhateveryouwanttodo.Justgohome.”

Prioritizing/Problem-solving

“Ithinkevery daywe have to prioritize whatwe need
toaccomplish.lmake lists and there’s something very
calming and satisfying about scratching things off that
list.So when difficult challenges come up, one of the most
importantquestionsis,‘whatdolneedtoaccomplish?’
And then there is that sense of accomplishment and
bringing a bit of order to the chaos”

“It's making a list of options and thinking through what the
optionsare. Thenlcanrespond. I candothis,and|cando
that. Takinga minute, looking at my options, and figuring
out the most practical one, the one that | can handle, the
one thatmakes the mostsense, is calming.”

Fostering a Positive Work Environment

“It'simportantto actively notpromote agitation, rumor
mill spending, and negativity.Reducing all of those helps
keep people feel calm”

“There was a policy change that was really affecting
morale Fourdifferentpeople onateamofeightwere
actively interviewing for other jobs. We kept saying
thingsneedtochange,butnobodywaslistening And
then we went into a staff meeting where they essentially
told usthatwe needto stop complaining. And meand
two other people lostit.l had just gotten to the point
where | just couldn’t do it anymore. Luckily, | had a
supervisorwhosaid, ‘Let's makealistsol canmake sure
we are goingtothe appropriate peopletobringup this
content concerns”

“Ifsomethingisgoingwrongonaunit,someonewillsay
'Orange huddle!” That means: ‘Everyone take breath, we're
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comingtogether.’|It'snotblamingorshaming.ltmeans
there'sanissue, we feel it, someone saw it, something is
happening, andit’s tense. So, we now have a shorthand
way tosay, ‘Let’s alltake abreath. Whatdowe needtodo?
Thisisthe shift from hell, butwe’ll make it through.”

Distraction / Empowerment

“Asking for helpis a good way to calm people.Saying, ‘In
order to get through this, I'm really going to need your
help. I can’t do it by myself, if you could just help me out
here that would be great’ It's empowering. It appeals to
all the parts of us that are doers, fixers, and movers’

“When stressis high, my office laughs at me and says,
‘Okay, here comes Mr. Calm again; The more chaotic
things get, the calmer | become in my communication”

“Humor is a big calming influence.”

NEEDFORCONNECTEXAMPLES

“Therecanbeadesiretofeelmore connectedtosocial
supportwhendealingwiththe deathofafamilymember
orcoworker, during significantillness, orduringwork
challenges such as disciplinary action or denial of a
promotion”

“Acoworkerrecentlytold mehefelthereallyhadno
close friends”

“Reachingoutto coworkersduringtimes ofsorrowor
disappointment can be uncomfortable, and | believe that
this is why many do not reach out or say anything”

“Whenthere are work challenges [and] no onereaches
out, a person could retreat into themselves”

CONNECTSELF-CAREEXAMPLES

‘I have people I cantalk to, call up, and in the conversation,
whatever’'sbothering eitherofuswillcome out.force
myselfto have conversationswiththree orfourpeople
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who know that when I'm calling, something has come up. with this’| think if you lay it out at the beginning, and
We flesh it out by talking” addressitearly, and takeit case-by-caseindividually

asit'sgoingon,thingsseemtowork out.Yougive
the office expectations abouthowwe willconduct
ourselves, sowe all hold ourselves accountable, and
there are consequences ifwe don’t.It makes itreally
“ThepeopleIreachouttoare honestlt'saboutcallinga easyto have thatdiscussion later ifyou have thatbase
spade aspade, notdancingaround it They're ableto give and always go back to those values’

their perspective onmy problem and show me thattit
might pale in comparison to another’s: ‘You need to pick
up pieces of your shattered life and move on’ It serves
toprovide another’s perspective, and foster honesty.Or
they might say, ‘That’s not normal for you’ | am skeptical
of self-diagnosis. | think you need to get a second
opinion—a fresh perspective’

“ldohavethatone personthatlconnectwithwho
isontheotherside ofthe country, butwe have that
connection that we can come to each other”

“‘Ifsomeoneishavingahardtime,Imentionninethings
thatare going onto specifically hiton one thingthatis
going on, so I'm not singling someone out who has been
havingahardtime/'llsay, Thesearethekind ofthings
| will not put up with: this, this, this, this, and this’ That
waynooneissingled out,andnoone knowswhatI'm
talking about”

“What makes people calming to be around is genuineness. |
tendtotrytosurround myselfwith peoplewhoare genuine.
| don’t seek outthose who party until 2am; that’s not what
Iwant, notwhatIneed. ljustneed peace and quiet away

“When people go through training, they should be
encouraged to make connections so they could thentap
into that network for coworker support when needed”

fromincidentresponse. Aslongasthere’ssomeoneyou “Wereallyhave aunique opportunity to create ourown
have agoodfeelfor,andyouknowit'swhatyou needright world.Itry to push that‘Everyone’s gotsomething to
now, you can seek that person out because you know what bring to the table, let’s optimize our opportunities. People
you're goingto get. Ratherthantryingto putpressure on arefarlesslikelyto make someoneapariahiftheyget
someoneto help me outwho can't, I'drather go seek the toknowthemltrytokeepitpositive and engagingfor
person out who can provide what is advantageous for me, everyone, which seems to keep stuff from happening”

and hopefully for them atthe same time.” . . , , , L
Specialists often feel like they’re on their own little island

anditistheirresponsibility,andnobody’stheretohelp

CONNECT COWORKEREXAMPLES themIfyou have ateam,and ateamapproach,the

Different Waysto MakeaConnection: Building specialists don’tfeel like they have to have responsibility

a Foundation foreverysingle problemorcome upwithananswerfor
“As a supervisor, | state the expectations for conduct right everythingontheirown Theyfeelconnectedwiththe
up frontto preventnegative officeinteractions.Isay, other people”

‘Thesethingsare notgoingto happen.Iftheydo,you
andlare goingtohaveaseriousconversation Duty,
respectand integrity, allthe thingswe preach allthe
time, itstartshere and now.So, I'm notgoingto putup

“We have someone in our organization who brings
everybody treats several times ayear He'llbring aloaf
of pumpkin chocolate chip bread for everybody for
Christmas.It’s justthose little things that are soothing.
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They make people feel like they are recognized and the spot program’ through HR for them to get recognized
appreciated.And that really helps with maintaining a bymanagementYousaythankyouanditisaninformal
friendly cohesive atmosphere” way so they get some credit for it even though they

weren't seeking credit”
“I hold a monthly luncheon/potluck for all employees to

get together, socialize, and interact” “We have gift cards available sothat when a staff member
recognizes somebody else and I approveit, they actually
deliverthe giftcard themselves with a little certificate
saying great job.For us we get [coffee shop] gift cards or
[musicdownloads]giftcardslt'sjustalittle something
“Ourstaffputonakickballteamforeveryone atall but I think little things add up”

levels of the organization.All their families come to
watchthe gamesandthentheygettoknoweach

other’s kids and spouses” “Ourdeputychiefreadthebook The Five Languagesof
Appreciation, and she’s come to realize that even though
sheregularly sends outan email saying, “good job,”some
peopleneedsomethingelse Soshe’stryingtotapinto
each of us to see what our languages of appreciation are”

“Where | work entire teams comes together.We celebrate
birthdays usually about once amonth.Everybody comes
together for birthdays”

“We send emails of appreciation”

“Wedouseannualstaffretreats. Afterourmeetingwe
always do some sort of activity, and we are in the wellness
committee,sowe have everybodyoutdoingsomething
like walking together”

“My supervisor looked at our overalls stats, which showed
we were doing above what we’ve been doing.So, he went
tothe chiefandtheytookusoutforappetizersanddrinks
oneafternoon.ltjustmeantalotto ustoknowthatshe
could take time out for us”

“When half of our office staff was out on maternity leave,
we made the decision that those who were staying
behindwere goingtosetupaplantomanagethe
situationsothatnoonefeltlesserbecausetheywere
going through maternity leave”

“Porchnight, issomethinglike agroup chat.There are about
nine of usinitand sometimes, aboutonce amonth, we say
thatweneedaporchnightSoeverybodygoesoverand
we sit on the porch and we just hang out and talk”

“Youwalkintoourofficeandsomebodyhasleftatreat
on your desk, and it’s just those little actions that
somebody’s thinking about you, that validates that you
are significant person and that you're important”

“We help each other out, and we help the people we serve,
soweallhave somethingto contribute and we needto
remind ourselves ofthat.”

“Every season | give my office a healthcare item for that
season, for winter they get ahand warmer and lip balm,
andit'snotmuch, butitisalittle somethingtoletthem

know | care” Making a Connection after Difficult Situations

“Wegotakeawalk, justaboutal5minutewalkjusttoget ~ “Whensomeoneisinthe Orange or Red Zone, sometimes
out of the office” they just can’t ask for help and so that's when we perform
anonymousacts ofkindnessthatjustshowthatwe’re

“If somebody does something and you want to recognize thinking about them and that they matter”

itinalittle bitmore ofan official capacity, we havean‘on
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“I think sometimes it's important to say, ‘I don’t have “My supervisor’s wife had a medical incident and we
the words,’ and just be there.And depending on the talked about how we could cover his work, but also
relationship, give the person a hug, a pat on the shoulder, cover himin his personal life, such as delivering meals,
a handshake, or whatever is comfortable” settingupacooleroutbacksothere’samealforhistwo

children during breaks and early dismissal, giving rides,

“Showing support or connection includes simply reaching havingthe kidssleep over, and alsojustgivinghim an

out to show you care through a conversation, phone call,
card, lunch, or spending time”

“You also can’t underestimate the power of laughter him at the hospital”
because sometimes everyone wants to ask you abouta
tragiceventthathappenedtoyou.Youkindoffeellike
you'retryingtoholdeveryoneelse upbecausethey’re

, _ , time until they got themselves through that”
tryingtobethereforyou.Sosometimessomeonejust

wantsto laugh andforgetaboutitforamoment.And “Whenmy parents passed away everyone broughtfood,
forme,I'mnotthe greatestatcomfortingpeople;sol'd andItoldthemtheydidn’thavetobecausemychurch
rathermake youlaugh,getyourmindoffitbecause so already hadtaken care ofthat, butitwasthefactthat

many people are coming to you and asking you about it. they cared and that made me feel connected”

Sometimes you just want to forget about it and laugh?” .
“Some people block getting support. One of the guys |

outlet,likeaskingifhewantsyoutocomeoversohecan
stepawayfromhislifeforafewmoments, orjustbewith

“Fora person whose family member died, as much aswe
possibly could, we helped cover their work for a period of

“Especially fromasupervisor position,there arealotof work with was going through personal stuff and needed
opportunities that come about to lend support to the to spend time with family. One of his grandparents who
people you work with, whether it's a family member who'’s he was very close with was not doing well. He said, ‘I
sickorsomebodyhaspassedaway.Thereisvalueina don’t need to talk with anyone, | don’t need to go home’
textmessage saying, ‘Hey, I'mthinkingabout you.l hope [ told him, ‘If you come to work, you won’t be able to
that you're doing okay. Things will be better tomorrow! concentrate.You are going home to see your family.He
It's really important that we maximize those situations, was really glad he went home”

to foster that sense that someone else is thinking about
them when things aren’t going well”

“Acoworkerwasdrinkingall thetime.He had beenthrough

adivorce, butitwashardtogethimtotalktousHehada

“Asubtle, behind the scenes way to develop connectionis
to leave a snack bar or a stress ball on their desk”

“Sometimes when people arereally stressed they aren’t .
functioningwelland sopeoplearoundthemstarttofeel
like they can’ttrustthatpersonorthey’re screwingup
soyourjobmightbetosay, ‘Lookthey’rereallygoing
throughatoughtime,it's notrightorwronglLet’'sfigure @
outwaystohelpthem,invitethem,includethem;that’'s
what Connect is about”
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kitchenremodeling projectunderway, so |l wentoverand
hungoutinhishome and helped him.Whilewe worked
onit, he opened up, and | was able to get him some help”

“Drug overdoses and suicides are more frequent.l check
inwithmyself, ‘'How are youdoing?’ And make surethat
you'retalkingto somebody, like your field partnerwho also
knowstheperson,becausetheymayalsowanttotalka
little about the last time they had contact with the person”

“We have alotofvaluesin ourwork, like duty, integrity, and
respect,butweneedtoputmoreonbeinggoodpeople
toeachotherwhenthingsarehard,becausethereality
isthatourjobscancreatealotofproblemsinpeoples’
personal lives.You don'thave to be lifelong ‘brothers’to
beagenuinefriendto someone Reachingout, supporting
otherpeople,gettinghelp,andkeepingotherpeople’s
personal information confidential go a long way. For
instance, givethemaphonecall, atext, whateveris simple
and how you normally communicate.The genuineness
piece is important. We need to look out for each other”

“I would recommend that when there is a lot of stress,
leaders should keep people moving and facilitate talking
while you do things. Getting people engaged and
laughing is also helpful for their stress levels. Or, have
people each report out on successes, loose ends, and their
plan for the next 24 hours. It only has to take a half hour”

“Connecting means sitting and listening and being
comfortablelettingthe otherpersontalk,sotheyleave
feelingbetter.ltinvolveslearningtolistenattentively,
recognizingthatitcould hurt, andifit starts to, figuring
outwhatto dorightafter.Forme,ithelpsto knowthat
no matterwhatlsay orwhatldo, thereisnorightway
to do anything.Don’t even bother with cliché words, just
bewiththem,nod,payattention,andjustfeelit,andit’s
okaylknowthatit'sokayto supportothers,andthere
areplenty ofpeople Icanreachouttoafter,ifIneedto,
and | have. But | would not walk away from someone”
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“Wehadaseniorcoworkergoingthroughalotofstress
whowouldn’ttalk to anyone because he was on staff
formanyyearslasked him:'Whatisyourcoworker
supportplan? Whocanyouactuallytalkto? Youneed
tobotherthem,whetheryouwantto ornot.Nowisthe
time to call them”

“Leadership coaching with a confidential, trained coach
who understood the business was very effective for me”

Personal Connections

“I'veworkeditoutthatwhen Italk with my spouse or
friends, we use this question ‘toolbox or trashcan?’ Do
youwantmetojustlistento this,ordoyouwantmeto
provide solutionstothis? Itallows metoknowmyrole
inthe conversation,becauseltendtoalwaysgotothe
toolboxandtrytofixthings, unlessyoutellmethatyou
just want me to listen”

“When I'm stressed, | try to spend time with my son so that
I'minadifferentworld and notthinking so much about
myown problems Ormaybe'lljustsitdownandhavea
hearttoheartconversationwithsomebodyaboutwhat
I've been through?”

“lwould prefer to have some help with practical things like
somebody to come over and help me remodel my kitchen”

“Unless your family isinvolved withthe system somehow,
they have no understanding ofwhatyou're dealing
withIthelpsiffamilyistold early onwhat'sgoingtobe
expected, then it just becomes part of life”

“Justcoming home and playing with my boys, because
they’re stillyoung,isagreatwaytojustplay at
something silly in a way that completely distracts me
from serious matters”

“We oftentalkin the office thatthere should be some
sortoftrainingcourseforthe spousesandfamily
memberstokindofeducate themaboutwhatisgoing
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tohappenwith this job.Like whenyou come home, NEED FOR COMPETENCE EXAMPLE S

you'regoingto be exhausted.Things like that, because
we have alotofstaffwho have spousesorsignificant
others who are in the same line of work and they
knowthe environment,and atmosphere,andthey
understanditalotmore It'simportantto knowhowto
getthe pointacross aboutwhatthejobisallaboutto
somebody who doesn’t know the field”

“During a personal experience recently regarding a
significant stress reaction | was placed under doctor’s
orderswhichrestricted my ability to execute certain
activitieslIsubmitted aplanthatwould allowmeto still
domyjob,butsupervisorsdidnotprovidearesponse
tothatplanfor60days.They modifiedthe planforthe
remaining 30 days, and the lack of timely communication

“|don’thaveaspousetotalkwithaboutwork Sowhen on their partled to additional anxiety”
we talkaboutthe importance ofsocial connections,
don’tassume your coworkers will just go home to their
significant other. 1 don’t have one”

“I was very apprehensive about some aspects of
managementwhen I firstbecame a supervisor, and still
feel somewhat less than competent in that area”

“Ihave agroup offriendswhohave nothingto dowith my
job, and part of my comfort with themis nothaving to
talkaboutwork Sometimesit's nice notevenhavingto
think about it”

“ltusedtobethatifyoulearnedthebasicsofthe jobwell
inthefirstfive years, itkind of carried you through your
careerNow every couple ofyearsthere’s somethingnew
thatpeople are needingto learn, with new skills.No

“It'simportantto communicate with my husband if’m changeatallisbad,andtoomuchtooquickisalsobad
strugglingwith something, to lethimknowthatit’s not thinkthat'swhere you getalotofpeoplefrustrated and
him, it'sthejobllethimknowhehasn’tdoneanything feeling that isolation”

wrong, butI'm dealingwiththisissue atwork.Sojust
sothathe canbetheretohelptosupport, butatthe
same time he’s not worrying that there something wrong
between us.He'snottryingtofixit, he’sjustthereto
support me”

“Myspouseandlhaveaprettygoodunderstandingthat COMPETENCESELF-CAREEX AMPLES

I'm not great with realizing when I'min that problem zone,
andknowingthatwhatIneedisforsomeoneobjective
who's listening to me talk aboutwork say something like,
“‘Haveyoullistenedtoyourselflately?’ We’ve had the
conversationwhenthings aren’tgoingwell,aboutwhether
thisis something | wanttocontinue. So he helps medecide

“Certainaspectsofthejobarereallyhard. Ithinkwe’ve
acknowledged that they’re really difficult, but | don’tknow
that we've suggested a particular way thatis effective in
dealing with thatstress.”

“When I'mundertoo much stress, Irevertto doing
somethingthatiseasyformeltgivesmeasense of
accomplishment, like tidying the garage, or shoveling
snowforawidowed neighborltdoesn’ttake much
thought, but it gives me a sense of accomplishment”

ifleither needto change somethingorhaveaconversation ' It's justmy nature to work hard.'ll go to the office for an
with someone at work. Having someone who can recognize ~ hour, and I'll stay late, it's just how itgoes.It's hard.It's
thatis really helpfulto be able to make anintervention really difficult to put work-life balance into practice. It
before it gets to be a problem.” comes with time and experience and shifting priorities.

It's definitely difficult.But you do have a lot of stuff to do.
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Sometimes I'll get our junior and senior leadership to do
things for us.That takes some of the workload off.There's
just so much to do”

“Interms of self-care, I've beenthrough severaliterations.
Firstitwas, ‘I'vegottogetthe stuffdone,so,I’'mgoingto
take care of the stuff Looking back on that, everything
wasinharmony,butastimegoeson,asyoursituation
athome changes, youhave tostayattunedtothose
changesinyourfamily’s needs, andwhereyouareinthe
season of your life”

“I probably take on way too much, but those are the things
| accepted when I took this job.For each personit’s going
to be different. They should be constantly assessing
where they are, and where their families are”

“Switchingspecialtieswas astruggle forme.l utilized allthe
resources | could andwas notafraidto ask my supervisor
orothercoworkersforhelpandguidancelwashonest
aboutmylackofconfidenceinmyabilities,and Isought
out (and continue to seek help) from other specialists’

“After we had a difficult situation, | reached out to
someoneinadifferentdistrictwho had gonethrougha
similar situation.When tough things happen, | establish
newrelationships: ‘Whatdoes thislook like? Help me map
this out’ He gave me tips that have been very helpful and
has been a good mentor in some hard times”

g
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“l'vebeendoingonetypeofjoband switchedtoanother,

butthis is something that's completely newto me, solhad
to notfeel bad about myself when I needed help. Itdoesn’t
mean that I'm not competent, it just means there’s much
more tolearn.”

COMPETENCE COWORKEREXA MPLES

Training in Work-Related Skills

“l had done something in a low-frequency situation that
was unknowingly against our rules of policy.After that
happened, the supervisor went around to other people
andaskediftheyknewiftheywereallowedtodothis.
Itcame outthatnobodyknewthatwe weren’tallowed
todoitandthatpeople havebeendoingexactlywhat
Ihad done.Soratherthan me gettingintrouble, my
districtprovided training so thatwe could avoid that
mistake in the future”

“Thereisonespecificjobthatinvolves highlevels of stress,
andthere are afewpeople whoreallyknowhowtodo
it, butalotofpeopletouchinginoncaseswherethey
don’thaveahighleveloftraining. Sothatisascenario
where high stress occurs aswell as lowtraining. So, we
made trainingvideos aboutit. Ifwe have acasewhereit's
needed butthe specialistisn’tthere, they can reference
the video to know what they need to do.”

Training in Well-Being Skills

“We help people when they’re exposed to different things,
suchasteaching‘flushingtechniques,’ where youactually
work onwiping something fromthe mind, sothatyou
don't dwell on it”

“We had training in positive psychology that included
gratitude journals, where you wrote three things that
you're thankful for every day, and it really seemto help us
to get a different perspective”
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“Ourdepartmenthadatrainingon conflictresolution
because we sawthatwhen some ofour staffwere
under stress, they didn’t really know how to effectively
manage theirirritability and anger.The younger
onesalsodidn’tknowhowtocommunicate directly,
effectively or assertively with others--they were more
used totextingthan talking. The training helpedall
of us improve the ways we handle conflictindividually,
and as an organization”

“We’regoingtoincorporate retirementseminarsfromday
one when people come in. We will bring it up during unit
meetings or theirannual retreats or somethinglike that,
becausetime goesbyquickly. ltwillhelpforpeopleto
planiftheykeepretirementintheirmind. Weare planning
onimplementingaprogramwhere 18-24 months before
retirementthey’re goingto be paired up with some ofthe
younger people and going out there to share experiences, to
share guidance, so the younger people can learn from their
experience, andtheyfeellikethey are leavingalegacy.”

Encouragement/Normalization

“My supervisor is an encourager by nature, soithelps
me with the day-to-day stress of everything going on.
He always has the right words to say.He'll justtellme
whateveritwasthatldid wellon.ltis greatthathe
actually noticed something, instead of me feeling like I'm
justover here swimming.So that helps with competence,
puttingallthe piecestogetherandjustnoticingthelittle
things.Sometimesit'sabigthing, butalotoftimesit's
just little things throughout”

“If you've seeing a decrease in someone’s level of
competence,somethingthatl'veseendoneistosay,
‘Canlsharehow!’'vedone somethingsimilar,oreven
worse? or, ‘l went through a similar thing’ | think when
we can share our experience, how itaffected us and how
ourperformance droppedwhenwewere dealingwith
something, it probably helps the person to understand,

N

‘All right, 'm going to be okay’ It's not permanent and it’s
anormalizing thing, and it's part of the process’

“Instead of asking people how they’re doing | will ask them
totellme howthey’re doingwith something specific. I'll
ask, ‘Whatis hard foryou? Whatare you strugglingwith?’ |
give them more specifics, and it feels like away toletthem
know that you would expect them to struggle.”

Re-Assignment

“Forone personwho needed a break, we have moved
themoutofajobforaperiod oftime.lt'shardtodo
in our positions because we don't have a whole lot to
move them to and it’s produced a struggle, but we have
temporarily suspended certain job duties”

“Ifwehaveapersonwhoisstrugglingandseethatno
matterhowmuchwetrytocoachorencourage,thatit’s
notgoingtowork,we sometimeswillletthemswitchtoa
different position if those positions are open’”

‘I had a personwho realized that they couldn’t do a certain
jobanymore because they feltthatitwas justtoo stressful
givenwhatthey’ve been through, sowe moved herintoa
different position.”

Empowerment

“‘Ifyou’reinamentorroleandsomeoneisstrugglingwith
an issue give them the opportunity to come up with
solutions and encourage them as they’re developing their
own self-confidence, ortheircompetency sotheycan
know that they have the ability to address issues”

“Whenyougive people moreresponsibility,and giveup
control to them, they are more and more in control. Every
littlethingbuilds.Andtohave asuccessfultrackrecord,
thatyou canrelyon,andrecognize,ishuge.ltpaysto
brushuponyourCompetencealittle tohelpwhenyour
confidenceisshaken ltalsohelpstohave someone
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remind you thatwe’re all justhuman, and all reactions are thatarecomingupThenit'sthefirstofthemonthand
acceptableintherightcontext,andthenwe canfigure you get another report It’s like a nonstop cycle”

out what to do after that” )
“‘Noonereallycomestoyouinothermomentsandlets

you knowwhatyoudoright.Yourfirstthoughtwhen
somethinghappensis,‘WhatdidIdowrong?’Noone
checksinwithyoutoletyouknowyou’redoingagood
job,thatthese otherthingsare goingwell.I think that
addstoourstresstoo,becausetheonlytimeanyone
comes to you is when something is wrong’

“After disciplinary action or the loss or denial of a
promotion, stafftend to doubttheir abilities orwhere
theyfitinthe organization Reassurance by management
is key during these difficult times. There is extreme
discouragementwhenapersonisworkingtochange

orgrow,and those around thatpersonwill notafford “Inourworkplaceeverytimetherewasanissueandwe
themthe opportunity to do so orare seeingonly the would gotalk to our leader, he was dismissive, making us
negative and ‘piling on,’so to speak. The loss of hope or feel like we were just complainers, rather than taking our
confidence comes when benign actions are interpreted concerns seriously”™

with negative connotations” : . : . .
y “Imissedanimportantdetailonacaseldideverything

“There’salotmorevisible accountabilitynow, which Iwas supposedtodo,butlstillmissedit.Evenifyou
kind of cuts both ways. Every month you get this have a supportive administration who says it could
report;andifyouhaven’tseen someone, it'sinred have happened to anybody and you did everything you
and you know it's gone to your supervisor, it's gone to were supposedto do, that self-imposed responsibility is
yourchieflnsomewaysit’'sintendedto helpyounot difficult to overcome”

miss stuff, but atthe same time, here’s this report that's
staringyouintheface ofallthe thingsthatyouhaven’t
doneTheonesthatyoudidfine are notinacolor, but
the ones that you haven’t done are in bright red or
yellow.Ithinkthataddsto the cumulative stresstoo. “Pending retirement can cause issues with Confidence.lt
Andthenonceyouclearthosethings,thenyoulookat can almost feel like we have to find ourselves again”

thethingsthatare graybecausethosearethethings
CONFIDENCESELF-CAREEXAMPLES

“Sometimesyouhavetodosomeself-talk,becausethere’s
onlysomuchyoucandoandyou’re notgoingtochange

“ltwould be nicetohave morefeedbackgoingtopeople
about successes.If people got better feedback, maybe it
would foster a sense of confidence”

’ someone tryingto blamethingsonyou, soyouhave to
be comfortable in saying, ‘1knowthat| did everything
. . that | could. No matter how somebody else sees it, | have

to getto the pointwhere I’'m okay with others thinking
that | didn’'t do my job. | know | did my job”
“You have eight cases thatdon’t make it, butyou have

twothatdo.Those two thatdo could be a point of
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referencetoremindyouthatitdoeswork,andyoudo atone, the betteryouwillbe onthe otherone. Even
make a difference” smalltriumphs can help with confidence. Trustishardto

rebuild. Confidence is that way too. If you've had a bad
outcomeatwork,itcancreate self-doubt. Youendup
talkingwithasupervisororreading more self-helpbooks
orarticles. Thenyourealize thatyou were already good
“Over time, hopefully many of us see that even when you atyourjob, and that the bad outcome had nothing to do
may have afailure, you can stillinteract with them and with your actions or skill level.”
treatthem in away that might change their perspective.
Did you treat them with kindness? So even in the most
severe caseswe may still have afamily member come Lay a Foundation
back to us and say, 'Thank you for what you did to try to
save my child’ And that'’s success’

“Sometimes Idon’tgetto see how | change people’s lives;
youjusthave to take a step back and figure outwhy
you're still doing this”

“Wehadanewchiefcomeinand change ourold mission
statements.Our old statement put too much pressure on
“Onethingthathelped me hasbeentothinklongterm. us.She modifieditto be morerealistic, andittook alotof
Justbecause you don't see animmediate impact on the pressure off of us”
personyou’reworkingwith,doesn’tmeanyoudidn’t
havealong-termimpactonthem Andyoumayhave
touchedtheirlivesinapositive wayaswellldon’tthink
youcanalwaysmeasure successbasedonthatone
particularindividualinashortperiod oftimeasmuch
ashowitmighthaveimpactedthemorthose around
them in the long run”

“If we are not so guarded about our own failures and our
ownmistakes,theycanbelearningopportunitiesfor
others. It might be embarrassing, but atthe same time it
could really help those around you.

Reframe Perspective and Put Things into

Context
“Ilknowthatwhatldid wasthe verybestlcoulddoand so “When Ifirststarted, | had to make ashiftabouttaking
itisnotpersonalifitdoesn’tturn outaswellas|would workhome Instead ofbearingthatburden|learned
have liked.Thatis somethingthat|didn’tunderstand thatwhenit's time to clock out, it's time to clock out.
atthe beginningofmy career.lwould getfrustrated or My mind now is on my family.My mind is on what other
angry.Butnow in the grand scheme of things, everybody activities I have in my life.I'll take care of the job the next
isjusttryingtodothe very bestjobthey candointheir day. It can wait”

specific sphere of work and it sometimes doesn’t go

exactly the way you would have liked” Itsimportanttolearntonotletourcareersidentifyus

andbethe main partofus.Thisjobisgoingtoendone

“Youcanbethemostskillfulpersoninthe entireworld dayandthenyoudon’twantto be standing there with
butifyou don’t have faith in selfyou are doomed. You're nothingandsay, Whatwasitallfor?’Formeit'sbeen
nevergoingto getthroughit. Andvice versa, youcanbe about becoming a more well-balanced, well-rounded
overconfident but not able to learn from mistakes or be personthat’'snotdefinedbythe careerandlettinggo of
more effective. You're justgoingto keepcirclingthe drain. certain things”

Thereisafineline betweenthetwo. Thebetteryouare
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“There was a time where | dropped the ball. It was not
earth-shattering, but it was significant.| was completely
unable to connect the dots at all until one day my
supervisor talked to me and said, ‘During that same time
period, your mom was terminally ill and had just passed
away. As obvious as it should have been, | was not able to
see the connection until he said that to me”

“We have a lot of people who have never had something
gowrong, andthen once thathappens, they’re just
having a harder time because they’re so worried about
thingsthattheyweren’tworriedaboutbefore Alot
of times you have to help people tone it down for
themselves and say that they don’t have to be perfect.
That’'swherementorshipcomesintoplayJustbecause
you’re hired on and you had experience on the outside
doesn’tmeanthatyoucomewithallthetoolsthatyou
need in this exact job”

“Sometimes a person in need of Confidence won't listen
to anyone but the person who has been through a similar
situation.Itgivesyou arole modelto showyou howto
potentially go through things”

“Sometimesit's simple.Iftheydon’tfeelcomfortable
doing something at that time for some reason, but
they've done itbefore and knowhowtodoit, you just
relatethe personbacktotheirskills:“Youdothisallthe
time,you’vedoneitbefore,youknowhowtodoit.Just
takeadeepbreath,takeastepback,let'slookatwhat
we're doing here and move forward’ But let them know
you have the confidence inthemto be successful: ‘Look
Itrustyou or lwouldn’thave you doingthisin the first
place, solknowyou can doit, | know you're capable, just
get back in there and do it”

“Trainees sometimes getoverwhelmed. Youhavetogo
there and letthem know that they are plenty competent,
andtorelaxand getoutthere. And once they get
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overthat, it's very rewarding tolook back and see the
developmentin their confidence.”

Focus on Positive Actions and Outcomes

“Pointing out each other’s strengths isimportant because
people are oftenunable to see theirown positives. It
isimportantto have someonethatisable to provide
validation and reassurance. For instance, share a
compliment.Gaining Confidence, forme, was beingable
tosee myroleandhave clarityinwhatmyfunctionwas,
what my purpose is”

“Acoworkerhadaprettyhorrible situationhappenat
work, so he wasthinkingofallthe thingshe should
orshouldn’thave done.Butrather than automatically
jumping to what he might have missed, his supervisor
told him all the things he did right”

“There was atough incident, and one of my coworkers felt
overwhelmingly responsible for it.He was a solitary kind
ofguysoitwasexpected thathisreactionwould be one
ofretreat Ayearago, lwould have lethimretreat, but
becauselwasintroducedtothe SFAmodel, lincluded
himindiscussionsand projectsthatwould benefitfrom
his expertise and created collaborative opportunities with
coworkers.ltgave usthe opportunity to include him,
take histemperaturefromtimetotime Itredirected his
energytogethimbacktoasenseofCompetence and
Confidence, togethimbackintodoingsomethingthat
was in his wheelhouse professionally. These actions have
all the appearances of being effective’

“I'had a couple of tough cases back to back.My supervisor
saidthatlhandleditreallywell.ltwas nice togetkudos
because it felt like | was treading water the whole time”

“Arun of losses can cause us to lose Confidence inwhat
we’re doing.Butthen we’d getthat one successful story,
anditwould kind oflift everybody up again, sowe’d
keep going”
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“Ifsomeone makes adecisionthatit'stime toleave, Itell
them,Thereisnoshameinleavingthatroleltsnot
a permanent thing, it shouldn’t be, and you’ve really
enriched the program, so hold your head up high.You've
made a great contribution, so don't feel that it’s a letdown”

“Inourdistricttrainings we recognize longevity, success,
andservicetoothersinformalandinformalwayssuchas
plaques or giftcards.”

Foster Meaning, Values, and Faith

“Spiritualty meansvery differentthingsto verydifferent
people Ithinkitcan be goodtoinitiate a conversation
with coworkers about preferences, to get a feel for how or
if we might want to go down the road with each other”

“Itrytoreturn people to afundamentalnotion ofwhy they
gotintothejobinthefirstplace.lalsotellthem,‘You're
avaluable partofthe mission,andifyou’re struggling,
maybe we can find something else for you so that you can
really believe in what you're doing”

‘lhadaguywhoworkedreallywell,andthenhispersonal
life fell apart and he had a divorce and child issues, and he
walkedinand handed mealetterofresignation.lknew
thathissense ofidentitywasinthejob, soltold him,I'm
goingtositontheletterfor30days,andthenafterthat, if
you stillwantto quit, I'llturnitin, because rightnowyou
have a lot going on’ At 30 days, he came back in and said,
‘Canlhavethatletterback?’Lastyearhewalkedupto
meandthanked meforthat,and he alwaystellsmethat
hewassogladthatldidn’tlethimquitAndlalwayssay,
‘'m so glad you're here now helping out” For me, it would
have beenaddinginsulttoinjuryto allowhimto quitat
that particular time”

Stress First Aid for Health Care Workers | WORKB OOK

71



Skill Applications

Thefollowing sections containthree scenarios that can help you reflect onthe application of Stress First Aid actions.There

are no absolutely “right” or “wrong”answers to the questions posed in each scenario; your answers will reflect how you
interpretthem.Try to use the SFA core actions to shape your responses.

12
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XIV.  Skill Application I: Bus Accident

Alocal coach bus overturns on the interstate during an icy storm.Many people are injured and 50 are brought into the ED
with various levels of injury.You are asked to respond as a member of the Staff Support Teamto the ED.It has now been 12
hours since the accident, and many staff are now working on overtime.

CHECK

How should you introduce yourselfto the ED staff, and
whatshouldyou be lookingforinthe staffas signs of
stress?

COORDINATE

*You have now beeninthe ED for 30 minutes and have
talked with a few staff.Many of them are exhausted,
missed all of their break-times and never got to any
meals today.

*Whatshouldyoureportbacktothe Staff Support
Team coordinator about the needs of this
department?

COVER

JohnisanRNwhoworkedhisregular12-hourshiftand
thenanextra6hoursduetothebusaccidentthatbrought
50 people throughthe ED today.The pace has been hectic.
Johnhasalsofunctionedasthe unofficial patientfamily
contact person.He has fielded numerous phone calls from
distraughtfamiliesand hasmetinpersonwithfamilies of
20+ patients.Some ofthosefamilies,intheirdesperate
needtosee andtouchtheirloved ones,have muscled
Johnasidetorunintothe EDtraumarooms,tryingtosee
theirloved one.John has gotten shoved and even kicked
by some ofthese families As the Staff SupportTeam
memberassignedtothe ED,youhave comedowntothe
ED to try and lend supportto the exhausted staff.

How canyou checktoseeif Johnis safe? Ifheisnotsafe,
whatCoveractions would you consider providing?

CALM

YouhavearrangedforJohntocometothedesignated
breakroom nearthe ED .Heis clearly “revved up”; he is
talking rapidly, pacing, and is unable to sit down for very
long.Every now and then he says, “l am exhausted, but |
can’tseem to relax enough to even sit!”

What Calm actions could you use to help John?

CONNECT

Johntellsyouthatalthough he hasbeenanRNfor 10
years, heisrelativelynewtoworkinginthe ED Before
this,heworkedinlongtermcare Hetellsyouitwasvery
slowpacedcomparedtoanormal ED day,andthatthis
pacetodayis“overthetop”forhimlinfact,he hasbeen
working so fast and hard, he has not even had a chance to
check in with his former preceptor who is working around
the cornerinanother partofthe ED.He wondersifhis
experience and reaction of feeling overwhelmedis normal
or if he is not coping well.

How could you use Connect actions to help John?

COMPETENCE

Afterhislongshift, Johngoeshome Thenextday, he
returns to work and calls you “just to talk” He mentions
that he feels, inretrospect, like, he “didn’t prioritize”very
wellyesterday, and could have been more efficient.

How canyou use your knowledge of Competence to
help John?

Whoelse in John’s department could bestuse
Competence actionsto help John?
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CONFIDENCE

The day after thisterrible day inthe ED, the nurse manager
callsyouandaskswhatyounoticedinherstaffandwhat
youthinkshe should doto help them, now.Youmention
the exhaustion, butalso mentionthatsome stafffeltlike
their skills were notsufficientto deal with the levels of
traumaandthe constanttriaging and prioritization that
theyneededtoperform.Theyalsofeltlike theyshould
have done a better job and feel like they failed their
patients in some ways.

How can you work with the nurse manager to improve
Confidence in her staff?
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XV. Skill Application II: Workplace Violence

*Aman with afirearm entered the pediatrics unitand confronted his child’s motherand herboyfriend, takingthem,
the child, and the child’s nurse hostage, barricading himself in the room.Police were able to extract the perpetrator
fromthe room, place himin custody, and remove him from the building, but shots were fired.

*Staff SupportTeammembers are assigned to several units.The team has clearance frompolice to goto the pediatric
ward.The team has been given information that the boyfriend is a hospital employee and was injured in the

shooting, and that there were no other casualties.

CHECK

*YouandaSupportTeampartnergotothe pediatrics
unit,introduceyourselfandexplainyourroletothe
nursing director, charge nurse, and staff.

*How do you introduce yourself?

*When considering using the Check action, what
behaviorsorconcernsareyoulookingfor?

COORDINATE

Thecharge nurse explainsthatthe staffhas been focused
on maintaining care for patients despite the threat in
adjacentunit.The extraattentionrequired forcarein
these circumstances, compounded by the isolation due
to buildingsecuritymeasures, hasresulted inlimited
knowledge ofthe status ofthe situation Nursing staff,
patients, and visitors are speculating and anxious about
unfolding events.

Arethere needs for additional resources atthis point? How
would you obtain them?

COVER

Somestaffmembersarecloselywatchingthe hallwayin
the direction ofthe shooting, inquiringnervously about
unfamiliar sounds and retreating into patient rooms at the
appearance of unfamiliar people.Someone reports thata
friend called her cell phone saying that the perpetrator has
an accomplice who works on another unit.

How do you assess the safety status of the staff on the unit?

Ifthere are safety needs, what are they and how can you
use Coverto help?

CALM

You have provided staff members with information about
the status of the situation and arranged a walk-through by
apoliceinformationofficerandahospitaladministrator.
Youhavealsoarrangedforspaceandrefreshmentsina
conferenceroom,andthe chargenurseiscoordinating
opportunityforstafftorotate through.Younoticethatone
ofthe nursesistalking rapidly, and he spills his tea.

How can you use Calm actions to help him?

CONNECT

Aweekafterthe event,you have arranged afollow-up
session for drop-ins and teain the conference room.One
ofthe staffisarecentgraduate who joined the unitwithin
recentweeks.She states that her nursing schoolwas inher
home state of New Jersey.She took the job here because
herboyfriendisplanningtomove hereinthe nearfuture.
She has not made many local friends yet.

How can you help her Connect with social support?

COMPETENCE

Inthe follow-up session, some staff members report that
theyfeeltheyarenotgivingfullattentiontopatients
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astheydidbeforetheeventTheyarekeepingupwith
nursingtasks and patient safety is notcompromised, yet
theyfeelon edge andless attentive to the emotional
needs of patients.Thinking back onthe eventday, they
wonderiftheywere attentive enoughto maintain safe
nursing performance.

What canyou doto improve the staff's sense of
Competence?

CONFIDENCE

In afollow-up session arranged four weeks after the event,
some members report thinking that they had not handled
the situation with sufficient professionalism, though
their patients suffered no harm and they had secured the
unitas anticipated in the Code Silver plan.Some confide
that---although no supervisors have said so---they believe
nursingmanagementiscritical oftheir performance.

How can you work with management to help these nurses
regain Confidence in themselves?
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XVI.Skill Application IlI: Flood

N

Afteranextended period of above average rainfall, local areas have experienced adownpour thathas dumped 10inches
ofrainin12hours,withresultantflashfloodingthroughoutthe region Asurge ofcasualtieshasbeenadmitted from

communities devastated by flooding.

Regional power, telephone lines, and cell towers are out of service.Many staff members who were at work at the onset
ofthe stormare unabletogethome Staffare unableto communicatewiththeirfamiliesanddon’tknowiflovedonesor
property are safe.Many who are scheduled to work are unable to make in.

CHECK

Youareassignedas Staff SupportTeammembertothe
orthopedic unit. You've been told they have five extra
patients due to thisemergency, including twowho are
being housed right in the hallway since there are no
available rooms.Several nurses have now beenthere for
24 hours, with only a short rest break.As you walk onto the
unit,atiredlookingunitsecretarylooksatyou,andasks,”
So, why are you here?”

What should you say to explain your role to this secretary
andotherunitstaff,and whatmightyoudotoassessthe
needs for staff support?

COORDINATE

Whatkind ofinformation should youtellthe unit
manager?

What should you report back to the Staff Support Team
coordinator?

COVER

As you walk farther onto the unit, you watch several nurses
atthe worktable huddling and

talkingwith greatanimation.You hearone ofthemsay,
"NotonlyhaveInotgottenhomein24hours,butlhaven’t
evenbeenable to getoffthe unitto go to the cafeteria
togetanythingto eat...allofmybreakshave beenright

here listening to call lights” The other nurses all nod their
heads and say, “Me too”

What Cover actions should you provide to make the
situation safer?

CALM

You have talked to the Staff Support Team coordinator and
the unitmanageraboutthe restneedsofthe staff,anda
break room has been setup for staffto retreat to.They can
even take anap ifthey want, using cots and recliner chairs.
Youarere-assigned tothisrestareaforafew hours.Mary,
oneoftheRNsfromanotherward,comestotherestarea
while you are there.

Youstarttotalkto herandfind outshe reallywantstorest
inareclinerchair,butsheisafraid sheis“tootiredandtoo
anxious to really rest”

How can you help Calm Mary?

CONNECT

MaryisabletogetsomerestinthereclinerShe even
closeshereyesandappearstosleep for20 minutes.She
opens hereyes and comes over to where you are sitting
by arefreshmentareawhere there is some bottled water,
juice, cheeseandfruitavailable Asshe snacks, shetells
you herhusbandis home alone with her three young
children.She isworried about whether they are safe and
haveelectricityandwater Shebelievestheymightbe
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worried about her, since she hasn’teven hadtime to call
them Shetellsyouthatalthoughherhusbandisgood
withthe kids, havingthemallathometogetherwithout
power is a stress.

How can you help Mary Connect?

COMPETENCE

The nurse manager asks totalk to youin her office When
yougetthere,sheclosesthedoorandsays“lknowmy
staffare exhausted, butwe stillhavetotake care ofall of
these patients.l have come up with some staffingideas,
butamtired myself,sowonderiftheyare goodideasor
not!” She asks you if you are willing to discuss the staffing
ideas with her.

What canyou dotoimprove the nurse manager’s sense of
Competence?

How can you help her improve her staffs Competence?

CONFIDENCE

One ofthe staff's favorite flood victims, a little girl
whowas crushed by debris, dies unexpectedly days
afterrallyingwiththehelp ofstaff Twoofthenurses
inparticularfeelresponsible forthedeathandare
noticeably shakenbythe experience.The nurse manager
reportstoyouthattheymade afewmistakesduetotheir
exhaustion, but nothing that would have contributed
directly to her death.

How can you work with leadership to help these nurses
regain Confidence in themselves?
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