


LISTEN-
WITHOUT 
RUSHING IN 
TO FIX

01
AFFIRM-WHAT 
THEY’RE FEELING 
(THAT SOUNDS 
REALLY TOUGH, 
YOU’RE FEELING 
WORRIED…)

02
EMPOWER-NEXT 
STEPS OR 
RESOURCES (FREE 
COMMUNITY 
MEALS ETC)

03











To protect your emotional and mental health 

"I am not defined by what other people say or think." 
"I release negative thoughts and embrace positivity and peace." 

Acknowledge and process your emotions

Take deep breaths: A simple breathing exercise can help reset your 
nervous system after a stressful call. 

Don't take it personally: Remember that the caller's anger is usually 
directed at the situation, not at you personally. 

Acknowledge your feelings: It's normal to be upset. Give yourself 
permission to feel that way for a moment without judgment. 

Talk to someone: Venting to a colleague, supervisor, peer support, or 
trusted friend can help you process the experience and provide a new 

perspective. 


