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2.10 Crisis management and dealing
with challenges
Seeing our family or friend in crisis is distressing.
A crisis can happen without warning. Other
times, particularly upon reflection, we can
recognise the situations or stressors that put our
family member or friend at greater risk.
Identifying the possible risk factors (triggers)
of a crisis will help you feel more in control and
able to manage the challenges that come with
crisis.

Crisis Triggers
Before a crisis situation arises, there can be a
range of external and internal influences that
trigger the person you support into crisis. They
are increased and prolonged stress, relationship
issues, problems at work or school, dramatic
changes in family or community structures,
grief and loss and uncertainty.
There are ways, however, even during a crisis, to
be your own best self-advocate, with techniques
such as de-escalation and preparation.

What is a crisis?
A crisis is a situation in which the person you
support experiences severely reduced levels of
functioning and health that puts them or others
at risk.
Symptoms of crisis can look like suicide ideation
and self-harm; inability to complete daily tasks
such as eating, brushing teeth, getting dressed;
dramatic emotional and/or violent outburst;
prolonged isolating, and a drug and/or alcohol
binge.
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De-escalation

Preparing a Crisis Management Plan

It can be frightening to witness the person you
support in the midst of a crisis, but you’re needs,
and safety are important too. And while you’re
not solely responsible for the crisis and how it
resolves, you’re responsible for managing your
own emotions throughout the experience. This
can be easier said than done. But as humans
we mirror each other’s emotions. For example,
if we react with anxiety when the person, we
support is having a psychotic episode, they’ll
likely match our anxious mood and the situation
will quickly escalate.

In a crisis situation, emotions, feelings, responses
could be heightened. For this reason, it’s a good
idea to prepare for a crisis when there isn’t one .

During a crisis, do your best to:
•	Breath, slow down, steady your emotions.
•	Ensure you’re as safe as possible and out of
harm’s way.
•	Keep your voice, mannerisms calm, move
slow.
• Keep stimulation to a minimum.
• Ask how you can help and listen.
• Try not to argue or reason.
•	Offer options that help the person feel
empowered.
• Express support and concern.
•	Gently provide information about the
actions that will take place before they’re
implemented.
• Be patient.
If the crisis escalates, you’ll need assistance.
Call Emergency Service on 000. You can also
call the Tasmanian Mental Health Services
Helpline on 1800 332 388.

Start by writing down what you’d do and who
you’d contact in a crisis. For example:
•	List anyone you can call on to help.
•	Have emergency contact details stored in
your phone.
•	Put steps in place to stay safe, for example,
park your car for a quick getaway and know
where you’ll go.
•	Have a list of treatments that have worked
in the past written down.
•	The Carer Gateway provides a useful
Emergency Care Plan (search Carer
Gateway Emergency Care Plan) that
includes emergency contact details for
yourself as well as the person you support,
a section that identifies any care routines,
a list of services that you and the person
you support is engaged with, and medical
information including medications and
allergies.
•	Once filled out, save the file, make
hardcopies in case you need one quickly,
and distribute to your emergency contacts
and relevant medical professionals engaged
with the person you support.
•	Beyond Blue - beyondblue.org.au,
provide an app called Beyond Now. For an
explainer video, search: an introduction to
suicide safety planning using your phone.
It’s a step-by-step guide that identifies
unique suicide ideation warning signs that
consumers can share with their support
person, counsellor and GP, along the
personalised coping tools and strategies that
could help.
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My Emergency Plan (Example Only)
MY DETAILS:
Full Name
Age

(Preferred name)
Gender/Pronouns

Address
Relationship to the person I support
Medicare/Health Care card details
Preferred Language

Do I need an interpreter?

Contact details
My emergency contacts: (Friends, GP, Psychologist, Family, etc)

Other information that could be useful. For example: do I have a disability and need mobility aids/consideration?

THE PERSON I SUPPORT’S DETAILS:
Full Name
Age

(Preferred name)
Gender/Pronouns

Address
Preferred Language

Do I need an interpreter?

Emergency contacts: (Friends, GP, Psychologist, Psychiatrist, Case Manager, etc)
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HISTORY:
Diagnosis/symptoms/history of getting diagnosed

Medication and any side effects

Person’s interests, care plan, care strategies

What have we tried?

What’s worked?

What hasn’t worked?

Other information that could be useful. For example: do I have a disability and need mobility aids/consideration?
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WHEN A CRISIS OCCURS WHO WILL?...
Look after the pets

Take children to school/activities

Take care of parents/grandparents who I support

Look after the house

When a crisis occurs have I?...

Got a bag packed for hospital trips

Organised with work my leave and someone to cancel any appointments I have

Do I know where I’ll go if I need to get away quickly?

Do I have an emergency bag packed for the person I support?

For me? Do I have an emergency bag packed for me?
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What’s the
issue or problem

Make a list of
possible solutions

Develop a plan of action

Review how it went
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Dealing with challenging situations
Sometimes we can be so wound up in our
emotions that we see only problems and find it
hard to move forward.
Consider the following questions when
challenges arise:
• What’s the issue?
• Whose issue is it?
• Have I lost sight of my boundaries?
• Is this challenge a priority for me?
•	What are the big, difficult feelings? Are
they making things worse?

crisis management

Steps to dealing with challenges
Mental Health First Aid provides four useful
steps towards problem solving. You may like to
role-play this with a trustworthy friend.
1.		What is the issue or problem?
Without blaming yourself or others, say
how the issue has come about and why it’s
a problem.
2.		Work out what solution or solutions to try by:
		 •	Making a list of different ways you could
try to solve the problem
		 •	Consider each solution – is it practical or
realistic, what are the pros and cons?
		 •	Decide which solution to try
3.		Develop an action plan:
Write down the steps involved
4.	Review how it went:
Give yourself credit for trying even if it
didn’t work out the way you hoped. Ask
yourself what you learnt in the process.
Consider trying another approach.
Check that what you perceive as a problem is
really a problem. Be careful of trying to "fix" the
person you support.
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AN EXAMPLE OF PROBLEM SOLVING

What’s the issue:

My daughter doesn’t want to go to the psychiatrist, but I think she needs to.

Possible solutions: 1. Agree that she doesn’t need to go.
2. Ask her why she doesn’t want to go – listen to her concerns.
3. Argue with her.
4. Ask her if she would see a psychologist or counsellor instead.
5. Throw your hands in the air and walk away.
6. Arrange for her to go back to her GP who can talk to her about psych care.

Decide on a plan:

Step 1: Wait a few days.
Step 2: Ask to talk to her.
Step 3: Suggest psych appointment again.
Step 4: Make a plan with her for what to do next.
Step 5: Go for a walk no matter the outcome.

Review:	I waited. We talked. She agreed but on the day we didn’t go to the
psychiatrist. I’m going to try a different psychiatrist and will go and see them
myself first to ask for advice. I went for a walk and cried. I had a cuppa with a
friend and told her what happened. It helps to talk.
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If the person you support for refuses to
get help
Supporting a person with mental ill health can,
at times, be frustrating and even more so if the
person you support refuses your suggestion to
get help.
Here’s some ways that could help you manage
such situations:
•	Keep emotions under control. If you’re
feeling strung out – walk away to cool
down.

HOW TO ENGAGE
A book called I am not sick, I don’t need help,
outlines a communication skill called LEAP
which stands for:
1.		 Listen.
2.		 Empathise.
3.		 Agree.
4.		 Form a Partnership.

•	Gently ask the person you support why
they’re refusing to get help.
•	Listen carefully – do their expectations
align with their refusal to seek help? For
example, they say ‘there’s nothing wrong
with me’ but you can see that the person
is spending a lot of time alone, they don’t
have any energy or have outbursts of anger.

In the book there are suggestions for:
Listening. For example:
• Use questions, not statements.
• Let the person correct you.

•	Give the person you support options. Ask
them to help find a solution. Ask them if
they’d like to feel more energised, make
some new friends, feel happier about
themselves, and so forth.

Empathy. For example:
•	See the person’s point of view; you
don’t have to agree .
•	Express empathetic feelings, ‘I think I
would feel that way too (if I had those
beliefs)’.

•	Don’t give up – it may take time, make
gentle progress and choose your timing.
•	Focus on something positive. What are they
good at and love doing?

Agree. For example:
•	Look at both the pros and cons of
possible ways forward from the
person’s point of view.
• Agree to disagree if needed.

•	Remember that unless a person is found to
be incapable to make decisions by a judge,
everyone has a right to refuse support and
care. We want to provide support and keep
them safe, but we also want to allow them
dignity and choice in their life journey.

Partner. For example, ask things like:
• ‘Would it be alright if I…?’
• ‘Do I understand that right?’
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