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District of Columbia's Peer Case Management Institute
Peer Case Manager Training: Crisis Intervention and Problem-Solving
Introduction
Peer Case Managers play a crucial role in supporting individuals navigating mental health and social service systems. Effective crisis intervention and problem-solving skills are essential in ensuring client safety, empowerment, and recovery. This training module provides foundational knowledge and practical strategies for Peer Case Managers working in the District of Columbia.
Understanding Crisis Intervention
Crisis intervention refers to the immediate and short-term support provided to individuals experiencing an event or situation that produces emotional, mental, physical, and behavioral distress or problems. The goal is to restore equilibrium and minimize the potential for long-term psychological trauma.
· Definition of a Crisis: A crisis is any situation in which a person’s coping mechanisms are overwhelmed, leading to a state of disequilibrium.
· Common Triggers: Loss of housing, family conflict, substance use relapse, trauma, or sudden changes in health or employment.
· Role of Peer Case Managers: Provide emotional support, assess safety, connect individuals to resources, and empower clients to utilize coping strategies.
Core Principles of Crisis Intervention
1. Safety First: Always assess for immediate risk of harm to self or others. If there is a risk, follow agency protocols and contact emergency services if necessary.
2. Active Listening: Use empathetic, nonjudgmental communication to help individuals feel heard and understood.
3. Calm Presence: Maintain a calm demeanor to help de-escalate emotional intensity.
4. Empowerment: Support individuals in identifying their strengths and available resources.
5. Collaboration: Work with clients to develop an action plan that addresses immediate needs and longer-term solutions.
Steps in Crisis Intervention
1. Assessment:
· Evaluate the situation and determine the level of risk.
· Ask open-ended questions to understand the client’s perspective.
2. Establish Rapport:
· Build trust through active listening, empathy, and validation.
3. Identify the Problem:
· Clarify the nature of the crisis and contributing factors.
4. Explore Coping Strategies:
· Discuss past coping mechanisms and brainstorm new strategies.
5. Develop an Action Plan:
· Collaborate on immediate steps to address the crisis (e.g., contacting resources, making a safety plan).
6. Follow-Up:
· Check in after the crisis to ensure ongoing support and safety.
Problem-Solving Skills for Peer Case Managers
Problem-solving is a structured approach to addressing challenges and barriers faced by clients. Peer Case Managers help clients break down problems, identify possible solutions, and implement action plans.
Problem-Solving Process
1. Define the Problem: Clearly articulate the issue with the client’s input.
2. Generate Solutions: Brainstorm a variety of possible options, encouraging creativity and client participation.
3. Evaluate Solutions: Weigh pros and cons of each option with the client.
4. Choose a Solution: Select the most feasible and effective option together.
5. Implement the Solution: Support the client in taking action, offering encouragement and assistance as needed.
6. Review and Reflect: After implementation, discuss what worked, what didn’t, and adjust the plan for the future.


Special Considerations for Peer Case Managers
· Boundaries: Maintain appropriate professional boundaries while offering lived-experience-based support.
· Cultural Competence: Be aware of and sensitive to cultural, linguistic, and personal backgrounds that may impact crisis experiences and problem-solving approaches.
· Self-Care: Recognize the emotional impact of crisis work and utilize self-care strategies and supervision to prevent burnout.
Practical Tools and Techniques
· De-escalation Techniques: Use a calm tone, non-threatening body language, and validation statements.
· Resource Mapping: Maintain an up-to-date list of community resources (housing, food, emergency shelter, mental health services).
· Safety Planning: Collaborate with clients to create personalized safety plans for potential future crises.
· Documentation: Record interventions and outcomes accurately, following agency protocols.
Conclusion
Crisis intervention and problem-solving are core competencies for Peer Case Managers in the District of Columbia. By applying these skills, Peer Case Managers can provide effective, empathetic support that empowers clients to overcome challenges and move toward recovery.
Additional Resources
· DC Department of Behavioral Health: [URL]/
· National Alliance on Mental Illness (NAMI) DC: [URL]/
· National Suicide Prevention Lifeline: 1-800-273-TALK (8255)
· Community Connections: [URL]/
