Emotional and Spiritual Care in
Disaster Relief Operations:

An On-Site Orientation Guide for
Emotional and Spiritual Teams
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ESC Roles & Responsibilities

Welcome

As an Emotional and Spiritual Care (ESC) Team member you will play a critical
role within The Salvation Army disaster relief operation. The ESC team cares for
the human elements of the spirit and soul. In the demand to care for the physical
life sustaining services, this may sometimes be forgotten by disaster leadership.
However, due to the mission of The Salvation Army, nurturing these essential
inner-human needs is critical to holistic healing and recovery.

ESC within the Incident Command System

In recent years, the need for a well developed ESC plan within a disaster
operation has become more recognized by disaster leadership. This recognition
is clearly visible by a designated Emotional and Spiritual Care Officer position
within The Salvation Army’s disaster incident command system which is unique
to The Salvation Army.

One of the primary concepts of the incident command system is clearly defining
that every worker understands the clearly defined chain of command and reports
to only one supervisor. The ESC team members are managed by the Emotional
and Spiritual Care Officer (ESCO). As the team grows, team leaders will also be
assigned. ESC team members should report directly to the team leader who
reports to the ESCO.

Nine Key Functions

Incident Command
Incident Commander

Liaison

Public Emotional

Information & Spiritual Care
I N . Finance ]
Operations Logistics Planning
& Admin

The Salvation Army Incident Command System
National Disaster Training Program
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It is critical for ESC team members to understand where the ESC team fits within
the incident command system and which function provides the services
necessary to managing the needs of the operation. Also, understanding the
duties of each position on the ICS chart can better prepare the ESC team
members to understand the duties of each function and the particular stressors
faced with each position. The ESCO should complete the NDTP: Incident
Command System course to better understand the operational structure of
disaster leadership.

Command Staff Descriptions

Incident Commander

The incident commander is responsible for coordinating all emergency disaster
services and support operations. All Salvation Army disaster operations must
have an incident commander and there can only be one incident commander for
a disaster operation.

Information Officer

The information officer, often referred to as the public information officer (P10), is
the point of contact for anyone seeking information about the incident or
Salvation Army response activities.

Liaison Officer
The liaison officer is The Salvation Army’s representative and point-of-contact for
other disaster relief groups and agencies.

Safety Officer
The safety officer addresses all issues related to safety and security within the

disaster operation. Any accidents, security issues or potential hazards should be
reported to the safety officer.

Emotional and Spiritual Care Officer
See information below.

General Staff Descriptions

Operations Chief

The operations chief is responsible for managing all direct services on a disaster
relief operation including food service, hydration, sheltering, emergency aid, and
the bulk distribution of goods.

Logistics Chief

The logistics chief is responsible for obtaining and managing all resources and
equipment necessary to support the disaster operation, such as vehicles,
supplies, in-kind donations and facilities.

Finance and Administration Chief
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The finance and administration chief is responsible for managing many of the
“‘paper-work” functions necessary to support a disaster relief operation such as
records and reports, personnel and volunteer recruitment and accounting.

Planning Chief

The planning chief is responsible for assessing community and operational-
related needs in the wake of a disaster. This position recommends appropriate
short and long-term Salvation Army assistance programs and staffing to meet the
assessed needs.

Role of the Emotional and Spiritual Care Officer (ESCO)

It is the primary responsibility of the Emotional and Spiritual Care Officer to
provide management of all components of emotional and spiritual care and
ensure that ESC exists throughout the entire disaster operation. The result may
be that the ESCO may or may not provide personal provision of direct services.
There are a number of core responsibilities of the ESCO that are critical to
providing effective oversight of the ESC ministries within a disaster operation as
defined below. The ESCO may assign different ESCPs to assist in each of these
key areas and responsibilities below.

Assessment:

Good assessment is one of the most critical components of any effective
ESC operation, and while foundational to a solid ESC plan, it must also
continue from start to finish. In order for thorough assessment to occur, it
is critical for the ESCO to have a good understanding of the overall
disaster operation. This means that he or she must be in the field and in
contact with the incident command team as well as getting information
from the frontline workers. A common failure of the ESCO is to either get
too involved in direct care, the micro duties of direct operations, or so
removed from the operations that he or she fails to develop a thorough
understanding and thus make uninformed decisions.

Development of an ESC plan:
Once an assessment of the disaster operation and ESC needs has been
made, an ESC plan should be developed. This plan should include the
identified needs relating to the internal disaster operation staff and
disaster workers as well as those served within the disaster operation and
community needs. The ESC plan should identify immediate needs as well
as planning for the ongoing personnel needs.

Team formation:
Upon completion of the assessment and development of the initial ESC
plan, the ESCO should seek to build an ESC team. The team compaosition
should be adequate to meet the identified needs as defined within the
assessment.  Consideration should be given to the special needs
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populations and specific skills necessary to meet the identified needs.
When making the request for personnel through the proper channels of
the incident command system, as much information as possible should be
given to help those sending personnel make an appropriate match.
Remember that the more time that is given to make an appropriate
personnel match the better the chance of building a quality team. The
ESCO should attempt to predict ongoing need and provide an ongoing
personnel schedule to attract quality personnel by giving them adequate
time to arrange schedules. Consideration should also be given to trained
ESC personnel from partner organizations with crisis response training
from ICISF and NOVA. In forming teams and partners, consider the
individual personality, skill, and training factors. Forming solid teams is
critical to team members feeling supported and accomplishing the ESC
mission.

Training:

ESC team members should participate in an in-processing briefing prior to
starting their assignment. While ESC team members should be
appropriately trained to fulfill the functions of their assignments prior to
arrival, the ESCO should provide a review of basic ESC helping concepts.
Additionally, ESC team members should be briefed on the specific
conditions and stressors of the affected populations groups and
appropriate ESC care functions. Training should also be provided to local
clergy and faith community ESC partners as appropriate.

Coordination:

A primary function of the ESCO is the coordination of ESC within the
operation. This will include ensuring that the ESC team has basic support
needs met as well as well as adequate coverage throughout the operation.
Providing information to the ESC team regarding the overall scope and
function of the disaster operation is essential. Also, information received
from the ESC workers on the front lines of service, can provide essential
information to command staff regarding operational needs critical to future
planning.

Liaison:

The ESCO will serve as the liaison between the ESC team and the
command staff. Sometimes the ESCO will need to liaison on behalf of the
volunteers and workers as needs are identified. Often, the command staff
are consumed by the overwhelming needs of the community and the
operational functions necessary to meet these needs. Sometimes, the
physical, emotional and spiritual needs of the disaster workers are missed
and the ESCO may need to address these with command staff as
necessary.

The Salvation Army
Emotional and Spiritual Care in Disaster Operations 5
ESC On-Site Orientation Guide



The ESCO should also serve as the representative with local clergy and
faith communities regarding ESC issues. This may include community
interfaith services and memorial services. This component should be
coordinated closely with the liaison officer.

Supervision & team care:

The ESCO must provide adequate supervision for all ESC workers
assigned to the site. As an ESC team grows in nhumbers and geographic
coverage areas, appropriately trained team leaders may be appointed to
ensure adequate supervision is maintained. The ESCO should keep close
contact with the team leaders and ensure that they understand their role
as team leaders in the operation. Appropriate supervision should monitor
the physical, emotional, and spiritual well-being of the ESC team members
as well as their safety. Remember, that there are many risks that ESC
teams face as they work within the disaster operation and community.
Some of these risks may not be easily identifiable. Breaking the ESC
team members into a “buddy system” can help monitor worker stress and
risk factors. Because of the nature of ESC and disaster workers, they are
not always the best judge of their own emotional and physical health and
may overextend themselves in the face of the immense needs of disaster
survivors.

Administration:
The ESCO is responsible for all aspects of administration relating to the
ESC team in coordination to the appropriate command staff function. This
will include:

In-processing and out-processing of each ESC team member

Team assignments and scheduling

Short and long-term planning and staff scheduling

Daily statistical gathering and reporting

Maintaining a ESCO daily log

Reporting of ESC activities to the command staff

Communication of critical operation information to the ESC team

Resolving problems and issues of concern within the ESC team

Ensuring continuity and smooth transition between deployment

rotations

Selection of the Emotional and Spiritual Care Officer

The ESCO should be a well-trained individual with disaster experience and
proven leadership skills. It is critical to understand that the ESCO position is
primarily an administrative position and may not necessarily provide direct
services. Everyone has certain skills and interests to which they are naturally
gifted. One may not find that he or she is naturally drawn toward the things that
are essential to be a good ESCO in a disaster operation. For example, some
people are gifted counselors, pastors, grief counselors and have clearly

The Salvation Army
Emotional and Spiritual Care in Disaster Operations 6
ESC On-Site Orientation Guide



demonstrated this within their ministry. Because of this, administration may
place them in the ESCO position. This may or may not be a good idea if they
lack good administrative and supervision skills. This position should not be
assigned because of rank, title or degree, but rather by those individuals with
appropriate training, qualifications and an experienced track record
demonstrating an ability to fulfill the duties of the position. Experience in the
disaster field has clearly indicated that it is critical that the right person be placed
in the ESCO position to avoid frustration by the ESC team and to ensure that a
comprehensive ESC plan is implemented and maintained.

Role of the Emotional and Spiritual Care Team Leader (ESCTL)

The ESCTL provides direct coordination of the ESC team under his or her
direction. ESCTLs are often assigned by geographic location and provide direct
services as well. Team leader duties may include:

» Monitoring the well-being of the team

» Ensuring transportation and basic needs are met

= Compiling and report statistical data to the ESCO

= Conducting demobilizations at the end of each day

Role of the Emotional and Spiritual Care Provider (ESCP)

The ESCP is an integral part of the disaster operation and plays the critical role
of meeting the emotional and spiritual needs of the staff, volunteers and disaster
survivors. Formation of ESC teams that have the necessary skills and qualities
needed for the targeted population group served is essential. Each ESC team
member should carefully do a self-assessment to determine essential skills and
training to meet the demands of the operation and should rely on the skills of
other team members in areas of deficit.

Essential Qualities of Emotional and Spiritual Care Providers

The Emotional and Spiritual Care Provider should:

e Have the capacity to provide spiritual and emotional care to all individuals
through individual care or by referral while respecting the diverse faiths and
religious beliefs of those served.

e Understand the value of the ministry of a compassionate presence.

e Have excellent active listening skills — listen much and talk little.

e Demonstrate maturity and the ability to remain calm and to provide clear
thinking in times of crisis.

e Be grounded spiritually and be able to minister to the spiritual needs of
disaster workers and survivors.

e Demonstrate a positive attitude and instill a sense of hope within others.

e Maintain the highest levels of confidentiality for the ESC team, disaster
worker and survivors.

e Be flexible and low maintenance.

e Be intrinsically motivated & mission driven.
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Be personable and able to reach out to others.

Have a low frustration high tolerance capacity.

Be self-sufficient and try to solve minor problems on own when possible.
Have a servant mentality and minister by coming alongside those in pain and
crisis.

e Be ateam player and be able to both give and receive help.

Emotional & Spiritual Care Team Leaders and ESC providers may be assigned
to specific tasks, such as:
Chaplaincy

Worship services
Daily devotions Companioning

Outreach Information giving

Training o Greeter/crowd monitoring

e ESCPs should also be embedded in a variety of service areas such as:
canteen crews, disaster assistance centers, clean up crews, assessment teams,
family assistance centers, emergency operations centers, command center,
morgue staff support, and stress reduction centers.

Hospital / funeral visitation
CISM intervention services

Recommended Training for Emotional and Spiritual Care Providers:

The Emotional and Spiritual Care Officer, Emotional and Spiritual Care Team Leaders,
and Emotional and Spiritual Care Providers should have appropriate training and
credentials through his or her accrediting organization or association and demonstrate a
good understanding of The Salvation Army mission and scope of services, disaster relief
operations, crisis intervention and spiritual care. ESCPs should be assigned based on
experience and training and should recognize their limits, draw on the skills of team
peers and leadership and know when to refer. The following training is recommended
for ESCPs..

The Salvation Army National Disaster Training Program Courses
¢ Introduction to The Salvation Army Emergency Disaster Services
¢ Incident Command System
e Emotional and Spiritual Care in Disaster Operations

Crisis Response Training
Critical Incident Stress Management (CISM) Training
¢ Individual Crisis Intervention and Peer Support (13 hr)
e Group Crisis Intervention (14 hr)
Or
National Organization for Victim Assistance (NOVA) Training
e Basic Community Crisis Response Training (40 hrs)

Additional Recommended Training
e CISM: Advanced Group Crisis Intervention (14 hrs)
o CISM: Suicide Prevention, Intervention, and Postvention
e CISM: Grief Following Trauma
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Disasters Impact on Survivors

Common Reactions Experienced After a Traumatic Event

It is critical that ESCPs have a good understanding of the commonly experienced
reactions that disaster survivors may experience. While these may seem negative and
not feel normal for survivors, it is important for ESCPs to help survivors understand that
the following lists reflect normal reactions to a critical incident. This knowledge can help
reduce anxiety and prepare survivors for these reactions.

Physical Reactions

Fatigue, exhaustion
Increased physical pain
Sleep disturbances
Cardiovascular strain
Reduced immune response
Decreased appetite
Decreased libido
Hyperarousal

Nausea

Dizziness

Headaches
Gastrointestinal problems
Increased startle response
Muscle tremors

Profuse sweating
Digestive problems
Somatic complaints
Ritualistic behavior

More accident prone

Emotional Reactions
e Shock
Fear/terror
[rritability
Anger
Grief or sadness
Depression
Despair
Loss of pleasure from familiar activities
Nervousness
Blame
Guilt
Emotional Numbing
Helplessness
Identification with the victim
Difficulty feeling happy
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Interpersonal Reactions

e Increased relational conflict
Reduced relational intimacy
Impaired work performance
Impaired school performance
Feeling abandoned/rejected
Social withdrawal
Alienation
Decreased satisfaction
Distrust
Externalization of blame
Externalization of vulnerability
Over protectiveness

Cognitive Reactions
e Impaired concentration
Impaired decision-making ability
Memory impairment
Disbelief
Confusion
Distortion
Self-blame
Decreased self-esteem
Decreased self-efficacy
Worry
Dissociation (e.g., tunnel vision, dreamlike or “spacey” feeling

Spiritual Reactions
e Spiritual disconnection with God
Questioning God and theological beliefs
Anger at God
Spiritual emptiness
Withdrawal from the faith community
Increased awareness of morality
Guilt for feelings, i.e. anger, desire for vengeance

It is important for ESCPs to understand that most of the above reactions that
disaster survivors experience are usually temporary in nature and a person’s
natural coping, and recovery mechanisms will be adequate to meet the demands.
While in the immediate aftermath of a disaster there may be strong reactions that
may result in diminished levels of functioning, most people, with support will
return to normal functioning levels even though their world may forever be
changed. The supportive care of transitional caregivers may prove invaluable to
getting survivors through these added stressors, building hope and resiliency,
and linking them with long-term indigenous support systems.
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Common problems with ESC teams

While caregivers rarely intend to cause harm to those they try to help, they may
unintentionally cause secondary wounding by the things they do or say, or may
be ineffective as an ESCP. Common problems include the following:

Failure to understand their role as ESC provider within the operation and
the incident command system.

Failure to actively engage people, build trust and create an environment of
safety through discussion of non-threatening topics before addressing
personal, emotional and spiritual issues.

Failure to really listen to survivors and utilize effective active listening
skills.

Looking only for problems and pathology in survivors.

Talking too much. TALKING TOO MUCH. TALKING TOO MUCH!
Falling into a primarily problem-solving and advice-giving mode instead of
listening and caring for their ESC needs.

Thinking they have to provide answers to the “why questions” they hear
and not recognizing that some questions are really statements of the
magnitude of their pain.

Over-spiritualizing everything by doing too much “God talk.”

Use of platitudes and meaningless spiritual phrases because they don’t
know what else to say.

Not meeting people where they are and accepting them unconditionally
despite their reactions, anger or rejection.

Failure to understand that the primary stressors faced by disaster
survivors are caused by disruption of living and the associated problems
not intense psychological reactions.

Failing to identify and build on a survivor’s natural coping mechanisms and
building resiliency.

Failure to reach out to people through practical means, i.e., helping people
carry groceries to their car while talking with them.

Inappropriate proselytizing vs ministry of presence and appropriate and
sensitive spiritual care.

Failure to adequately assess a person’s spiritual needs and provide a safe
environment to discuss spiritual issues.

Insensitivity to cultural issues and individuals of other faith traditions.
Failure to understand that providing brief, practical information about the
signs and symptoms of stress can greatly reduce a survivor’s anxiety
about things they may be experiencing as abnormal.

Using clinical jargon and formal clinical counseling approach instead of
utilizing a stealth emotional and spiritual care approach.

Failing to interact with the children on-scene.

Not staying physically, emotionally and spiritually healthy which diminishes
an ESCPs ability to effectively care for others.
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Suggestions for ministering to disaster survivors
Below are some practical ways to minister to disaster survivors:

Initiate contact with people — don’t expect them to come to you.

Don’t assume that you have a right to enter the world of another.

Understand that your caring presence alone is powerful, but that God working
through you to touch their lives is an even greater resource.

People are more attracted to compassionate care than to one’s profession,
position or credentials.

Devote undivided attention to those with whom you are ministering. Disaster
scenes are often chaotic and noisy with a lot of activity and few places for
undistracted quiet conversations. Total focused attention can help the
survivor create a sanctuary in the midst of chaos. Remember that your
nonverbal communication speaks volumes.

Don’t assume that a person is doing better or worse than what you observe or
they state that they are doing.

Don’t avoid talking about what the person has experienced.

In the course of conversation, don’t avoid silence or fill a void with
meaningless or harmful words. This is particularly important for the
extroverted helper who may talk excessively and not allow the person with an
introverted preference adequate time to process before formulating their
words.

Often people find it easier to talk about what those around them are
experiencing before talking about what they have experienced.

Sometimes it is better to talk about “what is going on inside” instead of talking
about their “feelings.” Refrain from using the commonly used TV
personification of mental health question “How does that make you feel?”
Utilize active listening techniques. Especially important is using clarifying or
guided questions to help survivors process their thoughts and emotions.

Be prepared for a wide variety of emotions. Anger is a common emotion and
it may be unfairly or unknowingly directed toward you. Remember that anger
is a secondary emotion with underlying primary emotions including hurt, fear,
stress and/or frustration. A calm, nonanxious, nonjudging, and accepting
presence is the best antidote in which healing can occur.

Validate their feelings through reflection but don’t parrot things back to them.
Respect a person’s desire not to talk about something. Remember to look for
the nonverbals — people will tell you a lot nonverbally.

Don’t expect that people always need to talk about the negatives of the
disaster.

Allow people to talk about some of the normal things of their lives or the
positive things that have happened through the event.

Provide practical services whenever possible. Some of the best opportunities
for ministry comes through service, i.e., handing out water, serving on the
canteen, cleaning up the debris.
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e In general, don't try to give them the answers, solve all their problems, or try
to take their pain away. Don'’t try to minimize the reality of their pain.

¢ Provide accurate information when needed as this helps reduce anxiety and
enables them to have a better sense of control.

e Through minimal questions help people identify things that are within their
control and those things that are not.

e Help them identify their support systems.

e Be a beacon of hope for survivors.

e Sometimes people just need to ask the “Why?” questions. Understand that
these “Whys?” are most frequently a statement of the magnitude of their pain.
Be careful about engaging in a theological discussion or giving answers,
especially in the early stages of a disaster. However, when they want to talk
about deeper theological issues, be willing to help survivors explore them.

¢ When offering to pray with people, always give them a gracious way to say
no, i.e., “Is there anything you would like me to pray about with you before |
leave or are you doing okay?”

¢ When a person is of another faith and needs a religious function that you do
not understand or are not able to perform, make arrangements with someone
who can.

e Remember that your behaviors can open or close the door for the next person
whom God may bring along in their lives.

¢ Always remember the distinction between your work and that of the Holy
Spirit.

o All that we do must derive from the love of God clearly visible through our
spoken word, actions, and spirit of humility and service.
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Self-Care and Team Care

While most disaster workers find great satisfaction in a disaster deployment, it
can also create significant levels of physical, emotional, psychological and
spiritual stress. The overwhelming need, long hours, and intense emotional drain
can create problems for ESC caregivers as well. It is critical that you understand
that it is your responsibility to maintain your own wellbeing as well as watch out
for your team members.

Common stressors and reactions experienced by disaster workers
e The most common source of frustration for disaster workers often relates
to problems within the disaster operation. When a disaster operation has
a lack of leadership and problems remain unresolved, disaster workers
often feel disillusioned and frustrated which may lead to a diminished
sense mission and satisfaction
¢ Lack of information about the operation that impacts their ability to do their
assignment.
¢ Feeling overwhelmed by the magnitude of the unmet needs of disaster
Survivors.
Feeling helpless to make a difference.
Physical and emotional exhaustion from long work hours.
Compassion fatigue.
Secondary traumatization from hearing repeated trauma stories.
Spiritual depletion or even a crisis of faith.
Having to deal with problems at home from a distance.

Warning signs and symptoms
ESCs should be aware of signs within self and others of burnout, compassion
fatigue and the results of cumulative stress common in long-term disaster relief
operations. Watch for of the following indicators:

e Lack of a sense of mission within the disaster operation.

e General negative attitude and excessive criticism vs problem-solving.

e Inability to contain feelings and thoughts and inappropriate venting in

public.

e Callousness and lack of an empathic response capacity.
e Low tolerance and taking out frustrations out on co-workers or survivors.
e Prejudice or negativity toward survivors or others.
e Excessive negative self-medication coping behaviors, i.e., smoking,
alcohol consumption, eating.
The Salvation Army
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Basic self-care tips

The following are some tips for maintaining your own health while on your
deployment. While these are very basic self-care tips known by most people,
experience reveals that disaster workers have a poor track record of doing these
things themselves. Remember that as an ESCP, it is up to you to model what
you are to encourage disaster workers to do. Take time to look at the following
checklist and discuss your personal self-care plan with your ESC partner.

U

0 A A Y O

Identify an ESC accountability partner to help monitor your physical,
emotional, psychological and spiritual health.

Stay in touch with family and friends daily.

Take time at the end of each day to process the experiences of your day.
Hydrate by drinking a lot of water.

Schedule time to eat regularly and healthy.

Make sure you get adequate hours of sleep.

Engage in some form of regularly physical exercise.

Work within the ESC team to have fun while on assignment by
appropriately balancing non-ministry related time for renewal within an
intensive assignment.

Find a balance between being with others and having time alone. Look at
your own personality and how you need to process and refuel. Extroverts
need to do this with others while introverts need time alone or with a
limited few.

Take time to keep emotionally and spiritually centered through prayer,
meditation, and public and private activities.

Self-Assessment

Please take a few minutes to do a self-assessment and list the physical
indicators that would show that you are excessively stressed or facing burnout.
Discuss this with your ESC accountability partner.
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Emotional and Spiritual Care Team
Self-Care Assessment and Accountability Form

My ESC team accountability partner Information:
Name:

Cell:

Pager:

Lodging contact:

I have identified the following activities that help me maintain wellness in
each of the following areas:

Physical
Emotional
Psychological
Spiritual

Family & friends at home

As my accountability and ESC team partner, | need for you to:
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Important Deployment Contact Information

The Emotional and Spiritual Care Officer should provide the following information

for the team members.

Command Center:

Name Phone
Transportation:

Name Phone
Finance and Admin:

Name Phone
Lodging Information

Name

Address

Phone
Meal Information
ESC Officer

Name Phone
ESC Team Leader

Name Phone
ESC Team Members

Name Phone

Name Phone

Name Phone

Name Phone

Name Phone

Name Phone
The Salvation Army
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