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“feTAT Qe T §F 92 A7 T GHT TPAT TEdIT TTAaTReE | FITETTH FTNT [a Sl ATET 92T THT GATT7
| e RaToTT FRTET Rl 9 G0 T ATHT G JIG6T 97 FGATE TR G J19T TEIg T At
THIHT AT FrATSECAT T g TR | TTA TUEATS AR TI7 I FTHECHAT &7 o7 TaT freieg
)7
“T FEAI ATAHFT GHAARET T 160 &7 (67, 3, 9¢7) THI AT T&T Goodle a7 Feveg | ITNEAHT AT
7T 3% 92% AT AT 87 a1 G ¢ GopaT At @ FH A | 7

o I U@ FA A Althddls U IRASTET H(ET FATTIEEH ATHAT T T AThRATE THT AL qH

= o N

TRTIA o & T el (AT AT AETag T ol A gl qTH T AR | Afeelehl AaedrHT

a1 IUTIEE AN g g Hi GARd T{ard |

“qr MET HTT & T 7 T FG I FANTH U7 & FIT I JTE GoeTerd e Pt T7 a5 [F
T qR FTET T 7

o I IHATE ATHA HA IUTH GAlC THge AT FIeed T TH Fa A g9 F(e% qa1 a3

HEd Terd AIaT IURUTHT gig THHT AT 1 FREH] =l TAT3H Aol (8 |
T WEqE TS SUIEe

I T ATkl (A= &H TH q9T O Hedqd TRISAHT AT GEART T4 IIIes &l [ e

g geare fafy, aREEr aw aile g9 ddRed A9 aRAT dodle (99 "ikes | JaTTerdrs

TAHAA AALT (TBT T AG)HT i §a1 A T () §reg Wl B2l SAAbRI (G erd | WA
TIHT ATET TAEyeary {97 aifer TRes qa=arars e &7 IEe | qTE e are o gl
TRIFRITHT 99T T HEAH 9 TEr | T A1 YHT, Sl Iramal T gigel decdl AT

ST YA RiAURT Heqd I (Geprg &1 a1 Toclle [Geld | JaImel (B T =afh) drg el
AT a7 FRAT AT A T Ih YT FedNT (Helehl Heqd 9 7RI & 9f Fediil gaadas |
afg AT afeREdT B 99 Yararesd AET IO, TISTAT qUET Aragefars sae KT afew o7
TSl fored R FATATs Iod Al TSI debel STl HIF T 9o 9waT I ITATIT g9 TR_e, |
HeATs W& FTATIAH] ATV ATATHESH! I Hacdqu AT &7 a¥ TSl AT Aeqd T, RT3

SR FIHT TGATE GTY ATEAT TRUHT qeqd, TG ATMER a1 JTehfcTeh ATATARITHT Rfcel qUL

9
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6 &l afd Afashdrg o g | [afa= I, &™), 2ATH a1 |79 THMT T Srd e &Hl

U HAeshl 8N i fead Ficheeg |

o Ifg IWAH B AT AAWUTEIETATE AU & TAT AT e Tl & T=AT 9 ATHATS M
qIT AATGH TIHT T T IAEeed & T Jag A AAT HAeAeld | ATaeh IHT AR

TRARTEH ATCHT A1 SATHHRT J&TF Tl |
“ Ifx TS AEHEH § U GEYT TRT F TH 4= qR AR TR GHA T FHT T qHG | THEAE
7 FYIHN T I | F H A9 T G 77

o AWM & T 9w ATLHT HIeal FedARThdiel dd ool TRTHN FRT T TI,

“ TR T FYTH T R TG = FREA T ST TR A AT 7 77 @ & FWEe QAT a9
g 7

TH (Isolated) AT FARATSA (quarantine) AT FIARETIUHT HETHT AN FoalTe / THTIET

@% 1S9 (Lock down) HT I¥eh!, ERATE HTH TRE HUH, Tl AT FEReleAqT afaRed HUH]
Afchesdls ad [GgUHET Tealle® Tednil g7 qRad
ST STHT arer SUAr 9 GIATNE AT ATF geld - ToaH qgFes Sl BiF, $Hd, T

a7 FHINSTE FoaTetehl JART TR ATATATEes, TedHee ¥ TRaRET TFHAT WEAed | 9k 9k J9

AN A =

e heues B, fharaes qgi T SohesHl AR TH A99T HhT a7 foar S =are T TR

|
e BRaTeeT  FEey 3w qTideTel AT TATSHE ¥ AddTs MR feerd ard &% fae

qIT EATE R AN LT Fl AR |

AETEE AR T AT g€ A8UET ddTy AFHl IJudied gligdl &l ATHFI (a0 T &Ha
foehTer TURT HEQH T Flehrg; | TchTeAeh! TRIATTATE & AeTes WTATaF gIas | ao FHATT 2
TIHYAE ITBTEEh! ATNT I GTATT T HTH T AITCAT i e, faeermor T, afqef@ador T
giqaedes TaR 9T, T&H ST TSIl HTHATS HE=aeal G qq" g1 T4, | Flel ATkl Joud [ahl
FH N AAR FipUH BTHESA] (6 [ore G HTH WA = AUH Heqd T4 qlbg |

~

PRATHATIESHT AT TATSHE™ & A1 FIHeE T ITCHT a1 Fhrs qTCHT THT g o, Foparaes

iN
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T T 3rafiky Urfiie FaTe TganT FEReT &) | auars gHd, TR I sravadmdreT I 8T 1 TS el 3gHd, RibeT SeRAT uRad— T Ifeas |

9 a7 o, S g, @l ThIad, foee af [ 99, o, [Egargd, 930 9Ny a1 99 fqe,

oo

I (Podcasts) AT IEATATT ATHATS HAY fafqw FRERHES G, AT, T a7 el a9l

1 =g, BT (o= e |
T BT T R g (afe o afeRe WU @ W) T FEesdl AT SAISTer ¢ 9 T

o Q

FTHEGH AT TATIHEY Tl el @Rl [hdTe qgH, SISHT ol Tolee SI&d FRH aT, dqel, 99

[N

g, ear, fafl T dissrdes g A1l | IoITAl  STAaiadesdls g 6 | °xHT

ATATNAFTEEET T hATHFATIESH] UL HA8% GredcHl T3S |

TS H G a1 cEreee (Feigar afctertaan) ¢ fHRTemEr gereAe SudiRr W T 991 |

o

feraTd AWy eied ¥ I8 &fed M o T Rsiears garey a4 |

STATT TAH TEAR 9 AU FXEE  IRAR, AT, 397 a7 o HIAATHT (99919 THR |

qATE TFEIIAE [GEEe TN T TRINE ARTHEAT ARATHesd aad &9 TRed ddeg, ¥

T T ATAATcHS THDITHT AT TATITHRT fatg 87 | &Y T4l Ahesdls aqrd &H RIS SIHT ITer

&9 TR IAEed HAERAT ATCH g | T, T fepfawert fafesars YT T AT Jreares
T AT FET qHY B |

HEAATEEATS SIHHalE . TAEI HALATA ¥ [hIqHebT ATEaATCHF Farraes s &, FRST @me,
o A~ c o c o
FereetT, Tgell, SRl qaTTer g, dTthels 19 fad o IeaeT RIS Toas | AT AramTes Aearsiiad
HATATH] TATEGS ITATHAT § |

W, AR T BN araen 99 (Linking, referring and ending the call)
TEE (Link) AT FEANTHATA A HET (AT TH A BXTells TASE, |
* AT TE

* ATSThehl SAfch TIT ATHNTAE FEdNT oA AT SIS

* TATIE THLTEEH AT T

* HATESH gH ¥ AT AN |
afe ®F T ARE (JATUTET) 15 [T Ja1 qI7 =T FEeTd Jarasdl AT bl TUHT AT,
AT, T AT [q9IYs ATAGE @ed TEdRT ATfGHT AT (R THad giaaas, |
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afy YAUEHT T Ieefga JaATEe ACAT fafirse AHIAAITE TEdRres AT faRTieEr e (
Refer to specialized psychological help if a caller) :
v T UF gt g afreel 9 T At gfadr qor faetad sewarar s,

v qIIE TATIHT I8 AT i BRATHATT 9 A9qHY UH!, Te<=E qaT ATHI

AATTAEER] 28 ST&d: AT qAT GRS THAT F(EATS HTAT,

v AT SEERAT (a0 TATSH, AT 9T [qeadaIcHs FdeRes s@rg T,

v HATCHET qIT #¥aTs 8l {ATe+ dafek fauT,

v FAIE ARIRTE T HIGRITd TN T g TRHAT,

v & frfamer Amfas @ auard T GiReH a1 qedatg g Jad TiEedr gueHT i
feeR AT e FEaRTR ATaeqhdl I,

v @R JFT Aled TUAT a7 W del ediThl ATavdhdl JaT,

v TR AHigs @ G976 d0ES SIgUHT,

v % i fepfamer féar SifResr a1 9 qaiaerar waeedrs,
F I/ FA FraTHT GUNAEE (ATHAT, fa9Tosrar Suen) uf & g9 GeRe | AT AT
T IaRSH |
TS I FHEF TEATFE T T A GIRAGE ATE BT EEARIRT TG, | TE A HRT TTHA §IEH
| F T FAFHT T FCHAT TqTT T T T GURAEE ... g BIT BT T I

&1 fagT=T T (Link) & TAT T8 RIS IR f&TE | ( Continuing the conversation

using the action principle Link )

v afg A= TOHT, SAETATs WISTgH! dAT & STHHNT & T &l [BFAS! 93y BH B
TR AIeAerg AT Fefare T Hael Al AHHRIEs I MR AUHN B T+ JIAT 91 AIeTare
|

“TITET ATETHH TRAT FHNGF TAAEH 8¢ TEIHTH T G | FGAT AIES FwANE FAG A
TITHIY/GHTATR JTERETHCH & T~ T AAE AT AFE 7 F7 AAFINNE F9AZSET 97 87 THHTH
a-?”
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v I T ARdTg SR [qeamadl qredrarg, IRar a9y 9+ ATATTTE GedNT AT ] Hae]
TFIHHT e G AT Flederd |

v HAARINE AHEEE a1 TANTET Hal S [ TR AeTerd |
“grHier STEr ATATE AT IRATET RIfEAr FA TUT AAINTE GG ATHT FA AFBAT EA T FRAT
FAFHT T, 7T TUEH FEAYY GIEE §7 | At AEF FTHIGT THEGTH FIFAT AIH GF TR ATHAT
TRYET HOP o F1 ATTETRF FATE &7 7~

v IS ATAYTF AUHT A= HAThl AT RTRE THE |
“TITER TR GIRT T FHANTE 87T JANH AAFRT T GrIT g7 T T A BT T, FITEEAT
R T+ &g | AT @A 5T TAFT ATOT TAES TAEEAE BT T T7 57 | F TUHSAT FHGod!
BIT TR T FH 3T F 77

v GIT A SFhBEiE G-GT GEHAT (Informed Consent) JT<T THEIT ¢ BTG THEIT | F#9F
YTHT HAHTH TN TEART [T7EIT |

AHHAE Afheedls ®BIAATRA 9edaiT (Handling aggressive callers)

T FHT foc &7 T HeTHRT (M= g b 9, WHRA Tqavaes, AherSTdrs JI%h qIh

AT Taee, T&AT AGLITHT RITHT ek T AThSAT Ui Ak, (HR1eT, T, g T ATHHABATA]

Ifg &3 T T B g7 TR | AT | TARTI RTg ¥ ATREeRATATS ITHAT T T AT

Q el

JTATHBAT T STAATR! ATHIET [a=rel TATEadrs FLAXAAT T (Heb FANALU gAaRS, |

YATIRTIEF THee H GEaRMel TIH] q¥aTs AedlT YaTd T9 HFada 5 grgd, qaiy I+ies
AT ach SAhebl ATHHEAT, hid, A ATHTH THAH! ATATIY ATLATATS FAATTA D FHTATT

Tl AN TR THUHI ATdT Ui gadas | Afhesd AhHE ITHT IAEed qqed [Taeh!

qReferdT 9fq T T 9, Fadd gV ST AUl Al Ath T Gaksr 7 AYhRd

3HEe T IAEehl AThwleedls | TXHl Fiaqarga & a<h T GG | IAIesd acarsal
FHAT, THTES T T FHTITT GIoAhl AR AN @adases ¥ {9 aofas Hoges ang
T TENT ATIFREEEE (Hal AT T9d gTaaa |
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C o N o c C =
CAH LU hidHY% A A4l ﬁiﬁ' AT <l bged T HATHATHISTh e[ ebdlgeells Tcd~d g [THT bl ‘3:|'F'T

AT ATREsdTs HEA FeAN TATIT A TAR I, | JaT Y& Tl T AiFhe STed0 g F

T AATIER T grg, AFTGT TG gHITEe T Ao T STHATATE 7 ey | & 4y

Tl ATHHT e Taeg b, B T Afth TG T@d Jebadd dredehl q J&H FTLTHT T8

TS, | T ATATEE AT H grgrl ALd! AALATHT AT [ATeIe bl AThes I9 ToId giIes, (6, Jal

JRTARES [&ebebl 9Tl SATS [qel a1 [qUge T&AT AALATHT AT ATHHE aAHUb qaTedls M=
T ATAYAE T 9 TR AT AT TRl AT T ga, afq dl AU el 9% T SaTa
Ieal qRUMH A3 g7 941, |

AR AD 4T m cliGralein]l %T, A T JHAYT (Look, listen and link with angry callers )

L4

5a fARTeT Uet a1 KA SAfth BT TS g7, I SSTaT GaT YaTd T Afchel &l aafhere

afgeil U fAvaet ararardis afe=m TR qewe,/ T T 968, | GaT IeTdehd dral 99 o e

TS IF 77 @& @fE &7 FIArE S a7 AravaE g 1 T9 I TR a7 87 §aIFH ATANE
T FET e | Ale F G I1 JATHT U 9T 79 I TG T | 7 97 Raraw, fAerer

§T T FHATE TFGT TF ..

q

~

AT faTTT Afhars R a7 feeeeedl Ja=araT ARG Ha0 JAEHER g7 qaas a8 Tel BT

AR A8 U Faaeg | ST BITAT Afchel AR A Tag T A Fag, IaT@Uhl AT 1 HeAT e
g7 fee fr @ aftfeafaars s g1 due R g (TeRRw Aewr eEE) fee
PR AUTSH] HATAT o< TH G | & 7 Tel G 7

T TATKHT FEl TeTehl ATNT © ATE | TS TP 9 7 G 9 7 Fawmer g=f, sifererepr caar afefeafawn
fr @RT et (HaHEEHr I T 8% F F{oT g7 | F qUEATE AXA TR 2T 7

TRl 97 YR (Rephresing)

®IFA TH AThd & Ahl @ ATATs Fih ATRHAT TRICAATR ATHAT AT 9Tl gl AR FadT

TS, | ATHEH! AATEATs AR AN XA AR FAN THEE I Ia TART bl ATATSTR 217

T TSl Tl A=T HH Ted e€ | BT T Afh RATTH Fhy H1 TRIUHI g7 T91a, | Tl

N C C

HTETHT © H ¥ Tdg dUTs MR GAFTH G | HeATs ¥R Hed THald (% & Hile quredls

>
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=TT SATUeRT T | T Al B T GHF, IS AN BR A ARIHD —FhIh aradT T

HALATHT FERIAT A HIST ATHI T | AGFAT & @, THeH TEl AUH ©§ IANE | Ah Ah

AT, AGHAATES, AGeA [TST TN AAeh ILHT HIES TH FaS | Bl Ahd e s, T Aerd
D BT, O1 XHRGRT AN TRUH! HaHes Grel T 8% § T @ | T Gl g a7 &2 Afhes
qf SIS FiET THT TR T B |

JHAT (Link)

T FAU(H] ATATATTHT FHEA (Link)HT (T g0ee | fafv= faredes o died afe i 17 Afch

T TRTITTRT STCAT 378 FIAGT I HRT TR B, (ob, ATG ToATAHT PIET TEART T T AT 3
feb ereram afe &1 T afcherr BisT dawarar @@ Mot ermar quer g9 o anfa |
AT FHIA (Ending the call)

AIAATIH] HHAT Afch 83 AT S A8 oA (RIS grg, dX ¥ AUHF HATITEeh! &0

AP EIUES, | ATIRTIR T g “H ¥R qog UG hid hiod TR GRIRET qUHl o
| T et fAuifea awaers =g § @fha T T A BRI A7 RIMEEHT 9 FRIHHT IS, |
qUTEATS AT AFERT TRISH ATewg, TIGH & g1 I8, eTHl AXATHT (I FAAT a1 bl AawH )
HATAHETHAT /TG, AT T T (FISTeArg) I [ahed bl G 17

F AATITHT ATATTT GHIGT T HiSH grg | TXAT ATLATH] FaT JaTdehel A9as, “WeTg AIh

T, 8T FRTHMT (MR T 499y g, Afe qITe IfSedl IRUEEHT 99 4R BT T ATEES

99 d9Tedre alfad @WRd 5 17

FHAHAIB AT ( Ending the conversation)

v EIHHIH SRTAAT AR HET FR(ET I FA ATSTAEeATs AR THaE |

“ETHIeT AIEe FEIAE YT TAAF T UG THEE T TS TRd (FTH FTT ... 8%) FraET
SUF HTTAT FI TIE ATFT ATHF FATTETHT TEHAT TG 57 TRAT FAFA T | Pl @ 87
PRATHEATTHRT FIRAT GTHT T4 G4 TIEH I T PRATHeATqeirs fe=iear Rqwar ¥7 G870 d ST 77
TET gAe H FRAT I GerwHer 741 7

v Al RAAT ATE9TF AT IIIH (AT q9T TR R TR |

i [0
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‘“Ffg TIE DR I ST FIETT TH AT ES A AATs a1 A Arfars 9% T AferepaArs ] ara |
fafter i =7 T AR R qUEETE AT W GUSHT T AHGHH FIHAT GG | JUTRATE B
FAFIH AT ARH @I & 17
v gvaTg 43 FRTETHIR! AT TR |
TFHT [0 FRHTH! T, FEA T TR GRT A, TS 4 4 IT7
ATSTATS AFT FIIHTT TR BT “Fawq ars | arE | qurEedt fam o @ 1

qrafe ARIEAIE TEdnT f&er T g3 ™ g FX1E¢ (Dos and don’ts when offering PFA)

T &4 (Do's ) T &Y (Don’ts )

v THE T ATHESATs I dled A1 a6 | v dled deladhl AGEATHT Slorehl
e | AT Ferrer fa |

v FHET qie=a THH AT (qaaardesd 999 | v T F&dr a1 el S 997 T |
TR | Y AT T |

v Gl geAeedrs Se (Gerd | v ¥ TACET THRET (ATares)
(5T, FET, &, Pl T IREEHE TIIT 9TEREE JANT T |
T gIT THEIT 1) v AT ARRTT JHEES AT

v ATIATH] FaR THaE T TeATATs JHed | FleATseea FT T |

v ATEAT ¥ SfAtRaTesars AR THard | v IR T Adihd e Jar el
| Areara faq |

v ATARE rdes T ATHAT T &THATR v I FEP FAT AT ATAT TATS |
qfe=e THer | v faeamE T At gtq

v HIHE—9% BT aHT AHHT IS THEI | HAaAYA g |

ATRATS T8 AWTH [TTTHT TATRR
el | fheehl AT TAT W9 FUR BTHI
eI T T fadeay |

v T T AT AR |

v WTaAEs <A<k g [eerd |

v RIS fahedes e ¥ BAle T
AT FEART Tl |

v SRR qUT AR GEATHT AFX T
HIITHT aTech AIAadr HaH THed |

v &I 79 f9gT=a (Do No Harm Principle)
HIATS AR |

9T



T T 3=IRRA Trufies THIde Jean R 8 | ggars TAyg, IR Y SiTaxgebdres! 12 8191 B 18 Taidhl 3Hd, RIS STYRAT URad- T+ o |

Reference materials and links

® A Guide to Psychological First Aid for Red Cross and Red Crescent Societies
https://pscentre.org/?resource=a-guide-to-psychological-first-aid-for-red-cross-red-crescent-societies

® Basic Psychological First Aid - training module 2
https://pscentre.org/wp-content/uploads/2019/05/PFA-module-2-Basic.pdf

®  Psychological First Aid for Children — training module 3
https://pscentre.org/?resource=psychological-first-aid-for-red-cross-red-crescent-module-3-children

® Mental Health and Psychosocial Support for Staff, Volunteers and Communities in an Outbreak of Novel Coronavirus
https.//pscentre.org/wp-content/uploads/2020/02/MHPSS-in-nCoV-2020_ENG-1.pdf

® Caring for Volunteers Toolkit
https://pscentre.org/?resource=caring-for-volunteers-a-psychosocial-support-toolkit-english

® Volunteering with the Red Cross Red Crescent in crisis situations — disasters and pandemics
https://pscentre.org/?resource=volunteering-with-the-red-cross-red-crescent-in-crisis-situations-disastersand-pandemics

® All IFRC Reference Centre for Psychosocial Support materials on COVID-19 are to be found in different languages at
https.//pscentre.org/archives/resource-category/covid19

® |ASC resources: IASC Briefing note on addressing metal health and psychosocial aspects of COVID-19 outbreak version
1.5
https.//pscentre.org/?resource=iasc-briefing-note-on-addressing-mental-health-and-psychosocial-aspectsof-covid-19-
outbreakversion-1-1

® WHO resources:
WHO: Mental Health Considerations during COVID-19 Outbreak
https://pscentre.org/?resource=9031

® Psychological First Aid in Ebola outbreak
https.//www.who.int/mental_health/emergencies/psychological_first_aid_ebola/en/
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