
Peer Connections 
Volunteer Training

Challenging Conversations 
& Crisis Situations



Peer Connections Volunteer 
Toolkit Resources

www.nationalMSsociety.org/PeerConnectionsVolunteers

https://www.nationalmssociety.org/Resources-Support/Find-Support/For-Connection-Program-Volunteers


Training Agenda

Managing Derogatory, Discriminatory or Racist Statements

Abuse & Neglect

Emotional Challenges & Reactions

Assessing an Emotional Crisis

Handling a Crisis Situation- Suicide & Harm 



Diversity, Equity 
and Inclusion
• The National Multiple Sclerosis Society 

is a movement by and for all people 

affected by MS. 

• Our voices and actions reflect diversity, 

equity and inclusion.

• We welcome diverse perspectives. 

• We actively seek out and embrace 

differences.

• We want everyone to feel respected and 

be empowered to bring their whole 

selves to ensure we make the best 

decisions to achieve our vision.



Inclusion Policy

At the National MS Society, we are committed to embedding diversity, equity and inclusion 
in everything we do, and we have zero tolerance of any ill treatment towards any person in 
the MS movement.

Everyone who shares our vision of a world free of MS is welcome here. Hatred is not.

This work is a journey requiring commitment, accountability, transparency and courage. We 
know it will not be easy, but we are going to do it anyway. We are not striving for perfection, 
only intention and action as we move forward. We extend grace and empathy to everyone 
who wants to join us on this journey of learning, growth and change. However, we will not 
tolerate acts of harassment and discrimination.

The National MS Society is here for every person with MS — we always will be — until we 
find a cure. We embrace and are committed to bringing our entire MS community together, 
representative of all the dimensions of diversity, so that everyone feels at home and 
supported by their National MS Society.



Managing Derogatory, 
Discriminatory & Racist Statements

• People may be unaware that their language is disruptive and/or 
inappropriate.  

• Unless the language is threatening or extreme, the person should be 
given an opportunity to self-correct.  

• In the rare instance when a warning or attempt to mitigate the 
language fails, the decision to terminate the conversation/interaction 
should be communicated to the individual. 



Affirming Life Statement
For over 75 years the National Multiple Sclerosis Society has been dedicated to improving the quality of life for 
people with MS and their families. Suicide and assisted suicide are fundamentally inconsistent with this 
mission.

We are deeply concerned about people with MS and their families and aware of how difficult life with MS can 
be. While MS is a chronic, incurable condition, it is not fatal. Depression may occur but can be effectively 
treated. People with MS now have a choice of treatments that can slow the progression of the disease. 
Symptom management, assistive devices, and support services also can enhance the quality of life for those 
who have MS.

The National MS Society respects autonomy and the right to self-determination. We exist to affirm life and to 
offer programs that promote positive coping with multiple sclerosis.

While we recognize that a call or contact with a suicidal person evokes many feelings in all of us such as 
anxiety, fear, sadness, and even ambivalence, we nevertheless, must remain clear and consistent about our 
goals (as outlined below) as staff and volunteers: 

 1. Helping the individual explore life-affirming alternatives to suicide. 

 2. Helping the individual express his/her feelings. 

 3. Providing an empathic response to those feelings. 

 4. Assessing potential suicidal behaviors. 

 5. Making appropriate contact with family/authorities for referral and intervention.
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Community Disclaimer for 
Peer Connections Participation

The National MS Society respects the rights of people with MS to obtain any and all information 
they want related to MS including information on wellness, medical treatments or complementary 
therapies, products and services. The information shared during community connections does 
not necessarily reflect the views or official position of the National Multiple Sclerosis Society, nor 
carry the endorsement or support of the Society.

By choosing to participate in National MS Society-governed self-help groups, MSFriends® 
paired connections, and social media and online communities, you are agreeing that the Society 
can contact you directly in response to any posts or content that suggests risk to self and/or 
others. The Society reserves the right to contact you in the event that “at risk” statements or 
content occur.

To protect your privacy and the privacy of others, please do not record, take screenshots, or 
share personal information with anyone other than your staff partner.

For specific medical advice, contact your physician. For the opinion of the National Medical 
Advisory Committee of the National MS Society on any therapy, treatment or product, please 
contact an MS Navigator at 1-800-344-4867 or visit our website at www.nationalMSsociety.org

http://www.nationalmssociety.org/


Abuse & Neglect

Abuse- can take many forms, including verbal and mental physical, 
financial, emotional and sexual (or a possible combination of forms).

Neglect- failure to provide adequate resources for the provision of 
minimal level of care.

If you suspect abuse or neglect, contact your 

Staff Partner and/or the Peer Connection Resource Team  

for guidance & support.



Emotional Challenges

Common Emotional Responses

Anxiety

Grief

Anger

Depression

Peer connection models are 
NOT professional models of 
emotional help and support.  Contains a full review of 

emotional responses



Assessing an Emotional Crisis

Stay calm!

Emotional control: 
Tears are normal and not necessarily a sign 
of depression or crisis.

Actively listen. Be genuine. 

Is there immediate, life- threatening danger 
to oneself or someone else?



Crisis Situations - Suicide or Harm
Assess for warning signs

Changes in behavior, personality or sleeping/eating habits?
Do they mention a prior attempt or family history of suicide?
Does the individual have any mental health disorders?
Is there a weapon in the home?
Does the caller need medical attention currently?

If the individual seems suicidal, ask:
“It sounds as though you are thinking about suicide.  

Have you had thoughts about wanting to kill yourself?”

Get Specific- Inquire if the person has a plan:  
Have you ever thought about how you would do it? 
Do you have a specific plan?  Do you have the means to carry out 
your plan?

Contains a full list 
of potential 

warning signs



Crisis Situations – Suicide or Harm
Strategies for Intervention- 
Assessing Impulse Control

Stay calm! 

Maintain contact with the individual. 

Try to assess impulse control of individual-
• Yes, Safety plan: Referral to crisis 

hotlines/988, their primary or mental health 
providers, and/or local community health 
centers

• No, Safety plan: Seek help by calling 
emergency services for welfare check.

Follow-up plan and additional support

https://nmsscdn.azureedge.net/NationalMSSociety/media/MSNationalFiles/Resources_Support/Crisis-Support-Resources.pdf
https://findtreatment.samhsa.gov/locator
https://findtreatment.samhsa.gov/locator


Crisis Situations- 
Connecting to Emergency Services

Local 911 if the caller/individual IS geographically near you

If caller/individual IS NOT geographically near you - use your technology!  
• Google/internet search for local emergency services
• www.USAcops.com
• www.getzips.com  

http://www.usacops.com/
http://www.getzips.com/


Crisis Situations- Suicide or Harm
Strategies for Intervention- 

When Attempt Has Been Made or is Imminent

Stay calm!

Maintain contact with the individual. 

Ask questions! Any information will be helpful—the more the better.
If pills, drugs or alcohol- What kind?  How many/much? Over how long?

If a gun- Where is the gun?  Is it loaded? 

If a knife, rope, razor, etc.- Where is it? What the plans are for using it?

Person’s name (if unknown), address, current location & phone number

Encourage individual to unlock door. 

Seek help - call emergency services- 911

Documentation & Next Steps



After an Intervention

Emotional Response

Seek support - contact your staff partner



Listening 
and 

Empathy

Be an 
active 

listener

Be 

tuned-in

Be 
open 
and 

honest



Connection Opportunities

Community, education and 

group conversations

Find a group in your area

or online »

Find community anytime — anywhere

Find an online MS community »

Education, resources and support

Call 1-800-344-4867

Learn more »

Listening ear, one-on-one 

conversations

Learn more »

https://www.nationalmssociety.org/Resources-Support/Find-Support/Join-a-Local-Support-Group
https://www.nationalmssociety.org/Resources-Support/Find-Support/Join-a-Local-Support-Group
https://www.nationalmssociety.org/Resources-Support/Find-Support/Online-Communities
https://www.nationalmssociety.org/Resources-Support/Find-Support/Ask-an-MS-Navigator
https://www.nationalmssociety.org/Resources-Support/Find-Support/Join-a-Local-Support-Group
https://www.nationalmssociety.org/Resources-Support/Find-Support/Connect-with-Peers-One-on-One


Support Resources & Next Steps

Peer Connections Resource Team:

peerconnections@nmss.org

Peer Connections Volunteer Website: 
www.nationalMSsociety.org/PeerConnectionsVolunteers

MS Navigators:  

 Phone: 1-800-344-4867

 Online chat: www.nationalMSsociety.org

 Email: contactUsNMSS@nmss.org

Please make note of your questions & thoughts within your worksheets.

mailto:peerconnections@nmss.org
http://www.nationalmssociety.org/ConnectionVolunteers
http://www.nationalmssociety.org/
mailto:contactUsNMSS@nmss.org
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