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 The Pan American Health Organization and the Caribbean Development Bank  
developed this booklet as a tool to help you take care of yourself and your com-
munity during crisis situations. This is achieved through psychological first aid, 
also known as PFA, a humane, supportive and practical response to a fellow 
human being who is suffering and may need support.
In this booklet, our “PFA helper” will guide you through the three basic prin-
ciples of PFA: look, listen and link. This will help you to approach affected 
people, listen and understand their needs, and link them with practical support 
and information. It will also bring to your attention the needs of specific groups, 
including men, women, children and adolescents, and people with disabilities, 
among others.
Enjoy the booklet, read it again from time to time, share it with friends, family 
and members of your community, and spread the message: 

“Stronger Together”.



This guide will help you to know the most supportive things 
to say and do for distressed people.

People who 
are suffering 
may need 
support.





Crisis situations change rapidly :

• Weather conditions
• Flooding
• Building that may collapse...

Take time to «look» around you
before offering help.

 

be calm                   be safe              think before you act 



IF YOU CANNOT ACT, LOOK
FOR HELP OR TRAINED PEOPLE

Need shelter,
food?

Protection from 
the weather,
torn clothing?Need rescuing,such

as people trapped or
in immediate danger?

Critically injured and
in need of emergency,
medical help? 



,







Help the person feel comfortable
Find a safe and quiet place to talk.

Offer water if you can.
Be patient and calm

Stay close but 
keep an appropriate 

distance

Listen if they want to talk 
about what happened

Let then know thatLet then know that
you are listening
nod your head or say 
“hmmmm…”

Be honest about what you 
know and don’t

Acknowledge
feelings & loss

Acknowledge
strength

Allow for silence 
to give the person 
time to share



 Don’t talk 
about your
own troubles

 Don’t tell 
them someone
else’s story.

Don’t make
up things you
don’t know.

  Don’t interrupt or rush 
someone’s story (don’t 
look at your watch
 or speak rapidly...)

  Don’t think & act as if you must 
solve all the person’s problems 

they have to feel their 
strength and capacity to 
care for themselves !

If someone feels out of it, help them to make contact 
with their current environment & themselves

You can say the following:

Notice some concrete 
non-distressing things 
around and say :







...Help them to consider their most 
urgent needs, and how to prioritize 

and address them.

Being able to manage a few issues will 
give the person a greater sense of 
control in the situation and strengthen 

their own ability to cope!



Only say what you know 
Do not make up information or give false reassurances
Keep messages simple and accurate
Repeat the message to be sure people hear and understand it

Rumours will be common !
Find out where to get correct information & when and where to get updates

Make sure vulnerable people also know about existing services
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