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Providing Emotional Support Guidelines

Emotional Support means showing care, acceptance, and validation to someone, making them feel heard, valued, and less alone during tough times. It focuses on the emotional support of another person. Emotional support can be offered by anyone with the time and compassion to listen without judgement to another person's emotional distress.

We provide this through listening, empathy, and reassurance. It involves creating a safe space for someone to express difficult feelings.

What it is not:
· It is not about having the perfect solution or fixing the problem.
· It is not about making assumptions or telling them how they should feel.

Why it is important:
· It reduces stress, loneliness, and feelings of distress
· It helps build resilience and stabilises mental well-being
It strengthens relationships by fostering a sense of belonging and security

These guidelines will support you in the communication platforms we use; a face-to-face setting, email, virtual meeting, and phone call.

Email support is convenient. It allows people to get in touch at a time that works for them. This is useful for people who may not feel comfortable talking on the phone or for people who do not have privacy to talk.

Phone call support can provide a grounding routine, emotional validation, and a sense of connection. Offers immediate support. 
Both email and phone support are communications without the benefits of body language and eye contact. There are some aspects of phone communication that can disrupt your best efforts to provide support.

Virtual meetings are widely used for emotional support through virtual therapy, peer support, and general wellbeing check-ins, offering accessible connection and shared experiences from home. 

Face-to face support offers deep connection through verbal cues, validation, and stress reduction.

Key aspects of emotional support:
Maintain a calm and professional demeanour – stay calm and respectful to create a safe space for the person to share their feelings. They have made the decision to share something which is incredibly painful and recognise their perspective as their truth. No two people perceive events in the same way.  When we show unconditional positive respect, we allow people to be themselves. There will be difficult conversations; we can try to make things better. We can respond ‘I don't even know what to say right now, I'm so glad you told me.’ Rarely can a response make it better; it is the recognising and communicating their emotion, and the trusted connection we form
· Presence & Listen Actively: Give your full, undivided attention to the person. Let them talk without interruption and avoid offering advice. Simply being there, offering a safe and trusted space to talk without judgement, and actively listening to understand. Communicating you understand. Focus on the tone of voice to notice subtle emotional signals. Beware of sighs, pauses, deep intakes of breaths, which indicate emotional distress. A fast pace of speech can indicate nervousness. A raised pitch can suggest feelings of anxiety, stress including anger. Allow them to express their anger; if it is personally directed at you, it is acceptable to express your discomfort ‘I'm feeling uncomfortable right now as you seem to be angry with me’.” This gives them a chance to review their anger towards you and, vitally, it protects you from what could be experienced as an abusive encounter or call.
· Validation: Acknowledge and validate their emotions, letting them know that their feelings are understandable and real. Acknowledging their feelings with phrases like ‘it can be difficult knowing where to start’ 'That sounds tough,’ ‘it is a difficult decision,’ showing their emotions matter.
· Reassurance: Let them know they are not alone and that you care about them. Reassure them that seeking help is a sign of strength. ‘I'm sorry to hear that.’
· Empathy: Showing you understand. Being genuine. Not judging someone. Can help them feel heard and supported, especially when visual cues are absent. ‘You’re not alone.’
· Stay calm and patient: Try to remain calm even if the situation is upsetting. Be patient and allow the person to set their own pace for sharing. Use phrases ‘take your time, there’s no rush,’ ‘it is ok, I am still here.’ Rushing can lead to overwhelming and increased trauma. Taking the conversation at the persons pace will help them to process information and creates a space where they will feel understood and respected, become more aware of their own emotions. They need to have time to reflect on their emotions. 
· Respect Boundaries: Be mindful of personal boundaries and do not pry into matters they are uncomfortable discussing. Allow them to disclose when they are ready.
· Open Questions: Open questions invite the person to expand on what has been said. They do not allow “yes/no” answers. Instead, they invite discussion and expansion. They often begin with how, what, why, when, where?
· Holding silence: This will provide time to process and reflect what has been said. It helps the person to connect what is happening and find the words to express their thoughts and feelings without the pressure of an immediate response. Sharing feelings can be overwhelming and difficult. Silences occur usually because a person is reflecting on something that has been said earlier. They can also indicate when a person feels overwhelmed by emotion and is about to cry or is trying to hold back tears. ‘It's ok to cry...I'm still here.’ They may become silent when they have revealed something they have never disclosed to anyone before. Allow a client their need for silence. Do not rush in with reflections, questions, or comments. If your conversation is by phone, it can be difficult to resist this natural urge without the visual cues that are present in face-to-face support. In a phone conversation 10 seconds of silence can feel like a minute. Remember this and go with the silence for a little longer than feels comfortable for you. You can reassure the person during a silence by saying "I'm still here" or "take your time".
· Paraphrasing: Helps to keep things focussed on one thing at a time and reflect on their emotions. When someone is distressed, they can often find it hard to concentrate, and the conversation can jump from one thing to another. Clarifying your understanding of what has been said and how it has been said (the underlying emotion behind the words).
· Reflecting: Reflecting back is often used to highlight the emotional content of what has been expressed. Use their own words to demonstrate understanding. 
· Summarising: To focus on the important points and expressed emotions. Never rush an ending. This can be used at the end of a session, or if there has been a long pause and it will help to move the session along in an appropriate way.
· Avoid Assumptions: Do not assume you know the cause of their feelings or what will help. Focus on their perspective and needs.
· Encourage Self-Care: 
· Healthy self-care activities like exercise and relaxation techniques.
· Try to avoid spending prolonged periods of time on your own.
· Eat regular balanced meals.
· Making a memory box
· Making a bucket list
· Talking to family, friends, their support network
· If you have been given anti-depressants, they can take several weeks to start working.

Anticipatory Grief is the profound sadness, anxiety and emotional pain experienced when an animal is ill, elderly, moving on. This can sometimes feel more intense than post-loss grief, which brings feelings of guilt, anger, and dread. Encourage:
· Making a memory box
· Time with them playing with their favourite toy
· A photo or painting
· A trip to a special place

· Professional Help: Encourage them to seek professional help if their symptoms are severe or persistent.
· Overwork
· Eating more for comfort
· Dependence on alcohol
· Use of illegal drugs/substance abuse
· Self-harming
· Avoidance of emotions

Sometimes, we are not the right person to provide support. If grief feels overwhelming or they are struggling to cope, ask them to contact their GP.
Self-awareness is a particularly valuable tool in allowing you to be conscious of any feelings that you have because of what you see, hear, or imagine when you support someone. Awareness of your own feelings enables you to identify them as different from and separate to the feelings of people you are supporting. It is crucial for growth; understanding your own values, biases, triggers, and emotional responses helps to avoid your issues affecting the person you are supporting. To recognise your own thoughts and feelings to create a space to manage your ‘self.’ It is crucial to prioritise and take responsibility for your own well-being and mental health to avoid burnout. Set:
·  realistic boundaries
·  take regular breaks
· maintain your own routine
· Take time for yourself
· Physical health
· Maintain social connections
· Be kind to yourself and acknowledge you are doing your best. 



When we are first bereaved our grief is all-consuming. In this representation the balloon represents our grief.
As time goes by, our grief does not go away. Instead, we slowly rebuild our lives around it, through experiences without our beloved companion.
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