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Communication strategies for supporting a survivor: [footnoteRef:1] [1:  Taken from page 35 of the 2021 COVID-19 Guidance on Remote GBV Services] 

· Let the survivor know they are not alone in their experience and if they are experiencing violence that it is not their fault
· Help the survivor focus on positives, e.g., the fact they made the call etc.
· Praise and validate the steps they have taken already to manage the situation.
· Use words of encouragement and affirmation.
· Use healing statements such as “I am happy you called. This is not your fault. It is normal to feel the way you do.” “I’m here to listen.”
· Reflect back over matters discussed at each step of the call.
· Bring the survivor back to the original issue they called about if the call is losing focus (recognizing that survivors may not immediately disclose their core or primary concern, so always listing for the most pressing concerns).
· Be honest with a survivor about the reality of their situation and the availability of assistance.
· Avoid any impulse to provide advice to a survivor.
· If the survivor sounds distressed, do not pressure him/her to answer questions but allow for moments of silence and just reassure them that you are listening and that they can take their time and that you are there to help.
· Use grounding techniques – like inviting the survivor to breath deeply - if they are in distress before continuing with your assessment. Be sure not to force any activity.
· Suggest the survivor does something nice or kind for themselves after the call.
· Encourage the survivor to think of their needs, they have rights and deserve to be happy.
· If the caller is upset with how the call is going and is obviously annoyed perhaps say something like. “I can hear that you are frustrated/ disappointed with our service at the moment, but you know we are always here if you need to talk.”
· Empower the survivor to take small steps for themselves – when they feel there is nothing they can do to change the situation, or it all seems like so far away, it’s good to give them ideas of tiny steps they can take to edge toward their goal.
· Bring the survivor back to present after the call. Perhaps saying “How are you now?” 
· Encourage the survivor to do something nurturing after the call. Explain to the survivor that these types of conversations can be felt long after the call is over. What is something nice that you can do for yourself after this call?
· 
