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			Disclaimer

			This publication is not referenced and should not be regarded as an authoritative trauma textbook. It is merely a guide to trauma counselling and is intended solely for lay counsellors or care-givers. Although every effort is made to ensure accuracy, the author, publishers, printers, distributors and/or other related parties do not accept any responsibility whatsoever for errors or omissions, or any effect arising there from.
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			About The 
‘Essential Skills’ Series

			In today’s fast-moving world, few people take the time to develop people-skills or to build emotional intelligence. Emotional intelligence is the new ‘super-power’ which helps you how to know and deal with your own feelings and emotions, as well as being tuned into the emotional needs of others. This will improve your interpersonal relationships, which in turn, can improve your life.

			Having emotional intelligence is important if you wish to be a caregiver, counsellor or work in one of the helping professions such as nursing or hospice-work and this series will equip you in these fields.

			This book is the first in this series which offers you training in emotional intelligence, by first making you aware of yourself and your own emotions, second, becoming receptive to the needs of others using an empathetic approach, third, developing listening skills and reading emotions through body language and finally, dealing with emotional challenges to your family, friends or those in your care.

			This updated second edition is far more comprehensive than the first and will give you all the skills you need to become a great person-centred counsellor and caregiver.
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			I am based in Durban, South Africa. I have a Ph.D in Psychology from the University of South Africa and a post-graduate certificate in trauma counselling from Psych-Action (Johannesburg, SA). I am registered with the South African Board for People Practices as a Chartered Professional in Learning and Development.

			I retired early for medical reasons and have since been a part-time lecturer in counselling skills at a management college in Durban, a trauma counsellor for a large South African banking group and have given talks on trauma to government social work departments as well as non-governmental organisations. I was also a Lifeline crisis counsellor, facilitator and trainer for more than 30 years.

			At present I am an online tutor for psychology students at the University of South Africa.

			I have written quite a few books, e-books and articles on emotional, mental and spiritual wellness and have been invited many times to speak on local South African radio stations and overseas podcasts. I presently give talks relating to my books at book clubs and other interested groups.
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			Introduction

			This book focuses on developing your emotional intelligence and giving you the necessary outcomes-based basic counselling skills to do lay-counselling at shelters, welfare organisations, non-governmental organisations, churches, hospitals and hospices.

			This is the second edition to my earlier guidebook ‘A Comprehensive Guide to Crisis Counselling’ and was written as the result of feedback from some readers who commented that the first edition was not as comprehensive as they would have liked it to be and also that the language used was a bit academic.

			This second edition is written in a simpler style and also includes much more information on how to counsel persons in crisis. However, this must not to be confused with trauma counselling, which is more in-depth, for severe cases of trauma. If you wish to do trauma counselling, see my other book ‘Trauma Counselling: A practical guide to dealing with Trauma’.

			A crisis is one of those everyday challenges which we all go through at some or many times in our lives, such as loneliness, the loss of a close relationship, the natural death of family members or pets, divorce or separation, marriage or financial problems, illness, family disputes, retrenchments or being a victim of crime. Even though they are, for the most part, everyday occurrences, such events can be devastating to those who have no support, and as crisis counsellors we can certainly offer an empathetic ear to those who wish to tell their story and gain support.

			On the other hand, some lonely people, especially the elderly in nursing homes or retirement centres, are just looking for an empathetic ear, someone to talk to about their everyday lives. This may not be a crisis, but to them, it is an important way of support, keeping them connected to others via the telephone or in person.

			My Approach

			What is the approach I use in this guidebook? The famous psychologist Carl Rogers suggested a person-centred approach to counselling in which the counsellor has certain social skills and builds a close relationship of trust and does not give advice but uses emotional intelligence to feel, listen and walk alongside their clients on their journey using a non-judgemental, empathetic approach. This approach empowers the client to take personal responsibility and helps to bring about self-healing. ‘Active Listening’ is a key aspect of this approach. When ‘listening’, your role is to act as a sounding board for your client, reflecting any misguided thoughts, assumptions and conclusions which are giving rise to the painful emotions, and in that way allow for a release of tension and a better understanding of the situation. Ultimately, your role is one of empowerment.

			Rogers (1902-1987)

			‘to provide a safe opportunity for you to perceive yourself more clearly, to experience yourself more truly and to choose more significantly ‘.

			‘Essentially it is helping people to help themselves.’

			The Content of the Guide

			The guide is based on current research as well as my many years of counselling experience. It deals firstly with ethical guidelines and developing personal characteristics which will put you in touch with your emotional intelligence (EQ). This is essential for the person-centred approach.

			Second, the counselling process is linked to a seven-stage, outcomes-based model divided up into different sessions. This makes it structured and easy-to-follow. The guide gives a number of practical case studies which will allow you to see the different techniques at work. The case studies are based on real-life counselling sessions and will show you what to expect during counselling or caregiving. However, due to confidentiality, the names and details of the persons involved have been changed.

			The guide caters for individual face-to-face, telephone or online counselling, as well as guidelines on how to counsel couples, whole families and even larger groups. I also explain the rules for crisis call outs, when you are expected to visit the person’s home or help out at the scene of an emergency. Finally, I give you tips on how to set up an ideal counselling room and manage support groups.

			To conclude, develop your own counselling style that is flexible and adaptable to clients with different personalities and issues. Get a ‘feel’ for what to say and do rather than getting bogged down in the technicalities of theoretical approaches to counselling.

			Best wishes

			Jimmy Henderson Ph.D (Psychology)

			An Introduction To 
Emotional Intelligence

			Emotional intelligence (EQ) is the ability of people to get in touch with and manage and control their own emotions as well as to be able to sense and influence the emotions of others.

			According to Daniel Goleman, an American psychologist who helped popularize emotional intelligence (EQ), there are five key elements to it:

			
					Self-awareness

					Self-regulation

					Motivation

					Empathy

					Social skills

			

			This book will help you develop these elements as well as give you the special skills and techniques to become an emotionally connected lay-counsellor or caregiver. You will learn the meaning and importance of empathy, unconditional acceptance and positive regard for others, how to identify a person’s emotional state by reading body language and listening correctly to understand the true meaning behind their words. Everyone has a story to tell, one full of pain, emotion and negative thoughts and it is your job as a counsellor to encourage them to open and share this pain and their other concerns with you. In this way you create a cathartic opportunity for your clients.
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			What Is Crisis Counselling?

			Although many of the skills are the same, crisis counselling is not the same as trauma counselling.

			A crisis is one of those everyday challenges which we all face at some time in our lives, and sometimes even on a daily basis, but crises are usually temporary and can be dealt with quickly, such as an illness, a car accident, a shortage of cash, not having a place to stay, a romantic break-up, the loss of a pet, a bad relationship with a family member or a split with a long-time spouse or partner. These situations are common to most people, usually short-lived and resolved in time with a bit of help. Many people go through such experiences and seek help or counselling of some sort.

			To those experiencing it, the crisis or unpleasant event is overwhelming at the time, but somehow, they manage to get to the point where they wish to share their stories with someone else in order to find healing. This ‘story’ is not fictional, but a real-life narrative of their journey, their lives, loves and sorrows. It is the pain and sorrow in these stories on which we, as emotionally intelligent counsellors, should focus.

			Some clients may need long-term counselling in money management, coping with unemployment, illness or being a victim of crime, but these crises are still not as severe as trauma, in which a person comes face-to-face with death or serious injury and endures moments of terror, intense fear and helplessness. However, I agree that some crisis situations can be devastating, especially those in which a person is exposed to it for a long time, such as emotional abuse, addictions, poverty and the insidious pain of loneliness, especially amongst the elderly and abandoned. Even a small crisis can badly affect those who have no support, and as crisis counsellors we need to be on hand to offer an empathetic ear to help them tell their story.

			This brings us to the approach used mostly for lay crisis counselling, the Carl Rogers approach of person-centred counselling which is less clinical than trauma counselling. In this book I apply this method which focuses on building a close relationship of trust and using empathy and listening skills to reflect and give feedback and not advice. This approach allows us to create a safe space for our clients to tell their story and to share their feelings and thoughts without us being directive, which simply means that we do not tell them what to do. In fact, it is linked to emotional intelligence in that we are more of a ‘friend’ to the clients, partnering and collaborating, moving alongside them at their own pace without going beyond what they can handle and cope with at the time. This makes it suitable for counsellors and caregivers that give support without having professional qualifications.

			The stress of a crisis is often due to the way in which people interpret events as well as their coping abilities. Each crisis is an opportunity for growth, developing understanding and learning coping skills, which is more valuable than finding temporary solutions. Our aim is to empower clients, to rebuild their confidence and competency until they become fully functioning again and able to cope with future crises as well.

		

	
		
			Chapter One

			How To Develop 
Emotional Intelligence

			My personal experience is that we do not have to be highly qualified to be a good crisis counsellor. Some of the best counsellors I have seen were ordinary housewives without any university training at all, who were simply emotionally intelligent and had the right motivation, attitude and personal traits needed to be a good counsellor.

			Let us look at these necessary traits (elements) for emotional intelligence again in detail:

			
					Empathy

					Self-awareness

					Self-regulation

					Motivation

					Social skills

			

			A Good Dose of Empathy

			Some of the older lady counsellors I have had the privilege to work with over the years taught me the great truth that that one must work with the heart when doing counselling, as crisis counselling, especially the approach used in this book, demands that we really care and be genuinely empathetic in our dealings with distressed persons. I can promise you that your clients will pick up very quickly if you are not fully involved and truly concerned and empathetic, as some of them find the idea of counselling stressful and actually have to be brought by family members.

			I think I should first point out the difference between empathy and sympathy, as it is easy to confuse the two. Sympathy is when you feel sorry for someone, in this case, your clients, and you may be so caught up in the emotions that you end up becoming just as distressed as they are and not able to move forward with them on their healing journey. We call this ‘falling into the pit with your client’, and in that state you are of no help to them at all.

			Empathy, on the other hand, means understanding your client and being able to put yourself in their shoes without falling into the trap of being caught up in their emotions. This may at first seem to be a subtle difference, but I can tell you that, during counselling, it is very important.

			Some people have a natural empathy, while others still have to get in touch with their feelings at a deeper level. This is not something that can be learnt from a book, and the best way to develop empathy is to simply commit and begin your counselling or caregiving with the knowledge that, as you deal more and more with people in crisis and share their pain, your heart will eventually open.

			Self-Awareness

			To explain self-awareness and how to develop it, I will use the concept of mindfulness, which is essentially the same.

			What Exactly Is Mindfulness?

			I describe mindfulness as a blend of openness, observing, and being aware in the moment. It means giving a lot of focus and attention to subtle details which you might otherwise miss.

			How Is Mindfulness Useful for Counselling?

			Mindfulness will improve your insight and responses during counselling by allowing you to combine your mental focus and attention to detail with empathy. Mindful counsellors are less judgemental, more empathetic and compassionate, more aware of the consequences of their words, and able to consciously take steps to avoid hurting their clients’ feelings.

			A mindful counsellor has a deeper understanding of their clients than one who is simply going through the motions. Initially, it helps you to gain insight into your client’s feelings, thoughts and the facts of the crisis situation, and later, to be aware of their competencies and limitations and the possible options open to them to deal with the crisis.

			If you are mindful during face-to-face counselling, you will be able to track and respond immediately to any shifts in the mental or emotional state of your clients, to pick up on what they are feeling and thinking based on shifts in their body language. These insights will all help you to guide your client to make better and more conscious decisions. On a higher level, mindfulness also improves intuition, so that you can be more aware of any hidden issues or important patterns in your clients’ narratives.

			Practicing mindfulness is not difficult. One of the most famous mindfulness programs is the eight-week Mindfulness-Based Stress Reduction (MBSR), developed by Kabat-Zinn (1979) at the University of Massachusetts Medical School. MBSR has a practice called STOP, a quick checklist which stops you in your tracks and cultivates moments of mindfulness. Try this process during the day when you have a moment.

			S- Stop whatever you’re doing now

			T- Take a breath and reconnect to your body

			O- Observe what’s happening now in your body, what thoughts and feelings you’re having, what sounds you hear, and try to notice the smallest details of what is around you, such as flowers, birds or even insects

			P- Proceed with what you were doing

			So, the rule is, to develop your self-awareness, be mindful of what is happening in the counselling process all the time, what your client is trying to say, what they are not saying, as well as their non-verbal communications. This also means being aware of what you, yourself, are feeling and how you are responding to your client with your own words as well as your non-verbal messages.

			Be Mindful Of Your Client’s Real-Life Situation

			Mindfulness will help you to recognise and acknowledge your clients’ real-life situation and state of mind and take this into account during counselling. For example, being aware that, if you are a male counsellor and your client is a woman who has been abused or even raped, know that she may feel uncomfortable and not wish to share intimate details of her experience with you. You should understand and respect this, and, in some cases, it may be better if a lady counsellor attends to her. I have not found this to be so much of a problem when doing telephone or online counselling, as the contact is less personal. This gives your client anonymity and a degree of control.

			When it comes to face-to-face counselling, do not hesitate to ask a lady counsellor, a female friend, or a family member to be present during the counselling session. This will help to ensure that she (your client) feels comfortable in sharing personal information and prevent misunderstandings that may arise, such as your being accused of inappropriate words or touch.

			Always be mindful of your clients’ beliefs or ethical systems when counselling and do not judge them even if you find their thinking strange. Always remember that vulnerable clients are sensitive to what they experience as rejection, even if it was unintentional, and this could add to their distress.

			Be mindful of, and respect, your client’s religious and spiritual beliefs and values. You do not have to change your own beliefs, values and feelings on a particular matter, but keep them to yourself as far as possible. Some clients will ask you about your own beliefs. Do not fall into this trap, as this could affect the relationship between you. Deflect this type of question by referring them back to discussing that which is relevant to them alone.

			Also be mindful of your own cultural and social forms of conditioning and make sure that none of your biases, negative attitudes or prejudices affect your counselling. As I said, your clients will come from all levels and walks of life, all income groups, cultures and levels of education. If you are volunteering at a shelter, or your centre offers free counselling to the indigent, you are likely to get clients who battle to express themselves, possibly in a second or third language, and you will need to be patient and understanding in these cases. A good understanding of diversity in the country in which you live would be helpful in these cases.

			If your client is not very educated or fluent in English, you may have problems communicating during counselling. In this case, keep your responses simple and easy to understand. If there is a big problem with language, rather let them be counselled by another counsellor who speaks their own language. In an emergency you can always use an interpreter such as a family member or friend who is fluent in their language, but this is not ideal.

			Be Mindful Of How You Respond To Different Kinds Of Clients

			Being mindful also helps you deal with different kinds of clients. You will find that in crisis counselling, your clients’ needs could be very different. Some speak very ‘matter of fact’ and are just looking for someone to talk to or help them to re-visit certain incidents from the past. Others could be looking for information or a referral to an organisation or rehabilitation centre, while some are in real distress.

			A good counsellor would quickly become mindful of, and assess the situation, and adapt to each client to meet their needs for an empathetic ear to listen, respect, support or simply being a ‘friend’ to someone who is in need of support or is lonely.

			Underlying Issues

			However, be careful of clients wearing masks, covering up their real needs and pain with a façade of normality or pretence, saying that they are only looking for a referral or an address, when in fact, there is a larger problem. Be mindful of possible underlying issues. So, the rule is always to counsel before you refer. Do not assume that they only want to chat or need information, when in fact, they could be masking a real cry for help and just don’t know how to approach the issue. This is why first building trust is such an issue. Clients wearing masks will not remove them until they trust you and feel heard.

			Inconsistencies

			Mindfulness will also help you pick up inconsistencies in some clients’ stories. For example, what they are saying simply does not make sense, or you intuitively feel they are hiding something. In this case try ‘pushing a few buttons’ with challenging questions to get them to open up and share the real issues. Obviously, if the person is in real distress, this challenging would not be a good idea.

			Watch Out For A Conflict Of Roles

			Caregivers or volunteers at a crisis centre do not usually have this problem, but if you work for a company in an employee assistance program you may have a dilemma if one of the employees need counselling and the company insists on feedback about the session. This could lead to a breach of the ethic of counsellor-client confidentiality.

			You must be mindful of the fact, that first and foremost, as a counsellor, you are bound by the ethic of confidentiality and have a responsibility to your client. However, it can happen that the company may need information such as the reason for the employees’ state of mind or absenteeism or a recommendation on their ability to perform their duties.

			There is a possible solution to this dilemma:

			Inform the employees beforehand that you have to give some feedback to company management and ask them to agree to this. Assure them that personal and confidential details will not be given out, only an outline of the problem and a recommendation.

			Self-regulation

			As counsellors we regulate ourselves according to a code of ethics and accepted counselling behaviours. I am sure you will appreciate the fact that being a counsellor is a great responsibility. It is a privilege to be allowed into the life, secrets, misery and pain of another. As counsellors we literally have the power to save or destroy a life during the counselling process and we must act ethically at all times.

			Stick To Your Ethics

			There are a number of important ethical guidelines you must note:

			Be congruent in your dealings with your clients

			Carl Rogers explains congruency as a balance between the different parts of your personality and a good fit with your actions. In other words, your state of mind must match your behaviour towards clients. Keeping this inner balance means that you have to be emotionally intelligent and emotionally resilient at the same time. In other words, you are not easily flustered or put off by what your clients have to say and ‘keep it together’ no matter what happens. You cannot allow your counselling to be influenced by your own negative emotions or state of mind. Sometimes you may even end up with a suicidal client and this will really challenge your emotional resilience and counselling skills.

			Sometimes in a shift you could have to deal with a number of distressing cases in quick succession and you simply cannot allow these cases to have an impact on you. You have to stay congruent and be able to ‘reset’ for the next call or face-to-face session.

			With regard to your own state of mind, you may need debriefing from other counsellors if you have had a particularly harrowing session. If you, as a crisis counsellor do not look after yourself, you could end up with problems such as burn-out or even secondary trauma. Sometimes you will have to deal with horrendous situations, especially if you are doing crisis call-outs. Ethically, you must be true to yourself as well as your clients, and the onus rests on you to provide the best possible service by seeking help if you feel that your ability to do counselling has been compromised in any way.

			Building emotional intelligence and emotional resilience takes time and practice. I have found that having a philosophical approach to counselling based on the idea that ‘I am doing my best under the present circumstances’ to be helpful. In other words, if I have applied myself fully to my client and given of my best, I cannot feel guilty or lose confidence in my abilities even if I later hear that my client has committed suicide. I will deal with suicide later in the final chapter.

			Be considerate and flexible

			If your clients are in great distress, do not place undue pressure on them to move forward, rather, allow them the freedom to vent and release these emotions in their own time without any pressure, while you only reflect and empathise. Later on, when they are more composed, you can guide them in challenging and negative perceptions or thoughts they may have.

			Being flexible means working within your clients’ frames of reference. Always consider their real-life situation, conditions at home, finances, beliefs and value systems, coping mechanisms, capabilities and competencies. This is especially important later on when you help them explore options and ways of dealing with their pressing issues in their day-to-day lives. You simply cannot impose or even introduce possible solutions which are not within their reach or capabilities.

			Keep matters confidential

			When counselling you are bound by the same rules of confidentiality that apply to all the helping professions. Distressed clients are often very vulnerable, and they should feel secure and protected. This means that you need to let them know beforehand that everything they do or say is confidential, otherwise they may not feel free to share their story or narrative and their pain with you at all.

			You abuse your clients’ trust if you reveal anything about a counselling session to friends or family, or to management if you are working as an employee assistance counsellor for a company. If found out, this could be bad for them as well for as your own reputation and that of your company.

			However, you may find that, if you are volunteering at a counselling centre, management may want written reports on each client for statistical reasons. In this case your report should only be an outline of the process you followed and should not list intimate details that the client shared with you in trust.

			Some voluntary counselling centres run supervised counselling programmes in which you may be monitored by registered psychologists. In this case it would be fine to share information with your supervising psychologist, as well as in cases where you refer clients to professionals for long-term treatment.

			Accept your clients unconditionally

			Let your clients know that you accept them unconditionally. As crisis counsellors, we are not there to judge them. They have risked enough to put themselves in the hands of a stranger for an hour and are very vulnerable. In many cases, our clients already carry the burden of blame and guilt, and any inconsiderate or judgemental remarks will only serve to destroy what little confidence and self-esteem they have left. They need to feel valued and accepted even if they live on the fringe of society as an indigent person or even a criminal.

			If you think you are going to deal with fancy, well-spoken clients who have a problem that can be intellectualised, you are in for a surprise. The people that normally come to or phone in to a voluntary counselling centre usually cannot afford professional services and many are homeless, prostitutes, addicts or the down-and-out ‘average joe’ struggling with life. Your connection with them may be the most respect they ever had in their lives, so make it count. Your unconditional acceptance will be very important to them.

			This does not mean that you have to give up your own lifestyle, ethics, values and beliefs in order to unconditionally accept your client or even be forced to agree with their points of view, but it does mean that you will need to learn to separate fallen people from their behaviour in order to help a fellow human being who is asking for help.

			Counselling the needy and downtrodden is the greatest service and brings you to the door of humility and you should accept this opportunity for growth with appreciation.

			Respect your clients

			Linking up with the previous section, is the issue of respect. Whether they are a prince or a pauper, treat them all with the same respect. This is important for building the relationship of trust that is essential for the early stages of the counselling process. It must not come as a surprise if your client admits to being an addict or even an abuser and you must be careful not to react badly to this. They have come to you for help, and it is your ethical duty to respect this and assist them no matter what their socio-economic status or morals.

			Keep your emotions balanced

			You will have to learn to control your emotions and emotional responses to clients otherwise you could end up with burnout or secondary trauma. Abusive clients may also cause you to react badly.

			There are a few techniques you can use to help you keep your emotional balance during counselling:

			Thought-stopping

			There is a close relationship between thoughts and emotions. Your own thoughts during counselling can lead to you having an inappropriate emotional response to something your client says or does. For instance, a frustrating or rude or abusive client can really push your buttons. Try to ignore insults and personal comments from your clients. Remember that they are in a crisis and not themselves.

			The idea behind thought-stopping is to prevent an emotional overreaction by blocking any negative or judgemental thought in its tracks. For example, when you feel your hackles rising due to a verbal attack or frustration, verbalise the word ‘stop’ in your mind. Try to not react immediately at all. Wait a few seconds, and then consciously introduce a kind, positive or coping thought or affirmation:

			For example:

			This person is in pain

			I will not take this personally

			I will not let this upset me

			The brief stoppage will break the cycle

			
			
			
			
			
			
					Sit quietly and comfortably, close your eyes and begin breathing in and out to a slow count of one to five

					Focus on nothing else but the counting

					Hold your breath for the same count after you have inhaled or exhaled

			

			
			
					‘Breathe in 1,2,3,4,5, hold your breath, 1,2,3,4,5, breathe out 1,2,3,4,5, hold your breath 1,2,3,4,5, breathe in 1,2,3,4,5’

					Carry on with the counting and breathing until your mind and emotions have settled and you feel more relaxed.

			

			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
			
					Always being on time for a counselling session. If you cannot make it at the last moment for any reason, make sure that another counsellor is available to take over

					Take your work seriously. Many people are emotionally vulnerable in the middle of a crisis. Saying the wrong thing or being judgemental or critical could make matters worse. This puts a great responsibility on you as a counsellor and means that you have to make sure that your clients are given your best possible attention, focus and care. Weak counselling can make their symptoms worse, and you have to do all in your power to prevent this

					Have a professional approach to counselling at all times. Make sure that your training is up to date and watch for burnout. You may also need ‘up-skilling’ to improve your counselling skills to handle more difficult cases

					Make sure you are competent to counsel properly. Do not do take on the responsibility of a counselling session if you are sick or very upset, have been drinking, or are on strong medication, as you need to be able to offer a good service at all times

			

			
			
			
			
			
					If you think that you will not be able to finish the counselling session due to the available time, or do not have a suitably private place for in-depth counselling, or you feel that you may be disturbed, rather wait a while and plan it for later. This often happens at the scene of an accident or incident when police and emergency services are attending to injured persons. In these cases, just stay with them, offer support and kind words and reflect feelings until you have the opportunity for proper counselling

					Once you have begun in-depth counselling you should not stop unexpectedly, as this will leave your client in even more distress than before. If you are interrupted by bystanders, friends or family, you should respectfully tell them that you are busy with a counselling session and that they must wait until it is over, unless of course, your client asks for them to be present for extra support as well.

					If you are counselling at their place of work, watch out for disturbances and interruptions. Ask someone to be a ‘gatekeeper’ to make sure you do not have any intrusions.
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