
Facilitation Guide – Psychological First Aid (Mini Session) 
 
About this Guide: 
This guide has been structured to provide a foundational understanding of how to provide 
psychological first aid in an emergency context. It is based upon the World Health Organizations 
Psychological First Aide Guide for Field Workers (2011) and has been adapted specifically for 
the response in Moldova to support refugees fleeing from Ukraine.  
 
The guide has been designed so that it can be offered in a brief 90-minute session for those 
staff who have a foundational understanding of psychosocial support skills, but would benefit 
from a framework on how to approach this in an emergency setting. Alternatively, the guide 
has “extended” activities that can be used to build skills for those individuals who come with 
less experience. In these cases, more time for explanation of the concepts should also be 
planned for.  
 
Finally, it is important to note that the structure of facilitation draws upon adult learning 
principles to ensure effective engagement of participants. The presentation structure 
purposefully engages participants through questions and then provides the information. 
Facilitators should use this method to engage learners, encourage sharing, and to build on 
existing knowledge, rather than using a lecture format.  
 
Time Required:  
90 minutes  OR 3.5 – 4 HRS for expanded version  
 
Key Objectives: 

• To ensure that all frontline staff and volunteers have a shared understanding of key 
concepts (psychological first aide, protection, and trauma-informed principles) 

• To review and build foundational psychosocial skills for an emergency context 
• To make certain that staff and volunteers know how to link refugees to support services 

for the emergency response 
 
Preparation + Recommended materials:  
• For virtual trainings, facilitator should decide how to collect feedback and what additional 

software or forms will be needed in advance of the training. Two common options are 
Menti + Jamboard. Accordingly, polls, boards, links should all be set up in advance.  
 

• For in-person trainings: Flipcharts, sticky notes, markers, pens, projector, handouts 
(scenarios, what to do/not to do sheet, common distress reactions by age) 

 
 
 
 



Facilitation  
 

Time Method Facilitation Notes 
5 minutes Opening + 

Introductions 
Introduce self as a facilitator (add slide) + review key 
objectives for the session  
 

5 minutes Q &A Share slide on key terms – (Psychological First Aid, 
Protection, and Trauma-informed Principles) 
 
Ask participants what they understand by each term, one-by-
one (using chat, JamBoard, Menti, verbally, etc) 
 

  For an expanded version +5 minutes 
 
Have the concepts written individually on flipcharts; ask each 
participant to write what they think it means on a post-it 
note and past onto the flipchart.  
 
Debrief the key points and then link to the definitions and 
information that follows.  

10 minutes Present Share slides on the following, explaining as needed.  
 

• What is PFA 
• What PFA is NOT 

 
Virtual optional: If participants have good sense of what PFA 
is in general, can ask them to fill out a JamBoard on what PFA 
is and what PFA is not before presenting the key points, 
noting that this will take more time.  
 
In-person optional: Have a flipchart that says What PFA is and 
What PFA is not and have people share their opinions on 
sticky notes.  
 

• Protection Mainstreaming 
• Protection in an emergency 

 
• Applying Trauma-informed Principles – highlight key 

considerations only + checking for clarification.  
 
 
 
 



  For an expanded version + 30 minutes  
Divide the group into pairs or trios. Assign each group a 
trauma-informed principle and ask them to role-play the 
situation and what they would say/do.  
 

• Safety: A refugee and her 6-month child who is crying 
walks into the center.  

 
• Transparency: A woman who has recently arrived tells 

you that she needs to get access to financial support, 
but you are not sure that it is available.  

 
• Collaboration: A refugee asks you if you think he 

should apply for asylum here in Moldova.  
 

• Empowerment, Voice, Choice: A woman tells you that 
she is really fearful and cannot relax.  

 
• Cultural/Gender Issues: A Roma woman tells you that 

she does not have documentation for herself or the 
child that is with her.  

 
• Peer Support: A teenage refugee tells you that they 

don’t have any friends at the center, and they don’t 
have access to a smart phone or computer.  

 
Have each pair/trio share their tips/advice to the broader 
group + discuss.  
 
Notes for the facilitator 
This should focus on trauma-informed approaches, not 
general skills. The following questions are proposed to ensure 
that a trauma-informed approach was used. If the answer is 
“No” then there might be ways to make sure it is more 
trauma-informed. If the answer is “yes” then it would be 
more aligned with trauma-informed approaches for the 
context.  
 
Safety – Did the pair/trio address helping the woman feel 
comfortable?  
 
Transparency – Did the pair/trip clearly communicate what 
information they had and did not have? 



 
Collaboration – Did the pair/trio ensure that they were not 
recommending or giving advice, but rather helping the 
refugee understand their options so that she could make the 
decision for herself?  
 
Empowerment, Choice, Voice – Did the pair/trio ask the 
refugee woman help to identify the strengths or skills that the 
woman already had to manage stress? Did the pair/trio give 
the woman some options to test out?  
 
Cultural/Gender Issues – Did the pair/trio make assumptions 
based on the woman’s identity as a Roma woman, or did they 
seek to better understand the situation first? 
 
Peer Support – Did the pair/trio provide options that would 
connect the youth to other youth (either friends or other 
refugees at the center)? 
 

  Reflection Question ( 
Virtual: Use an online poll or Jamboard (or other anonymout 
options) and ask the participants to respond to the below 
question.  
 
In-person: Have the below question noted on a flipchart and 
ask participants to respond using sticky note or stickers to 
both.  
 
• On a scale of 0 – 5, how well do you feel you are 

understanding the key concepts to this point?   
,  

_________________________________________________ 
0 = Not at all                                                           5 = Extremely 
 
 
• What topics are still unclear?  
 
 
 

20 minutes Present/Discuss 
 
LOOK 

Share slide on the PFA Actions (Look, Listen, Link) and explain 
that this is how we can frame our approach in an emergency 
response.  
 



Share slide on responses to crisis events - Ask – What factors 
influence how someone responds in a crisis?  
 
Highlight the following for the group:  
»» Their experience with previous distressing events 
»» The support they have in their life from others 
»» Their physical health 
»» Their personal and family history of mental health 
problems 
»» Their cultural background and traditions 
»» Their age (for example, children of different age groups 
react differently). 
 
Share on children to also acknowledge differences.  
 
Share slide on what to look for: safety, obvious urgent basic 
needs, serious distress.   
 
Share slide + ask – What does serious distress look like in this 
context? Discuss.  
 
Share slides on common reactions in adults + children.  
 
Share slide + ask What other risks should we look for during 
an emergency?  Note some of the key issues that are coming 
up:  

- Safe transit for people/information on transportation 
- Language barriers for services 
- Access to communication (SIM, Internet)  
- UASC  
- Announcements targeting vulnerable populations 

(e.g. accommodation + work for young women)  
- Discrimination of specific groups (e.g., Roma, Russian) 
- Lack of access for people with disabilities (ramps, 

showers/bathrooms, sleeping) 
- Privacy issues in shelters (e.g., single men with 

families, nursing mothers, diaper changing) 
- Lack of finances to travel + connect with family 
- Health risks/COVID 
- Lack of documentation  

 
Other issues to be on the lookout for: Issues to be on the 
lookout for include: concerns about immediate threats, 
separation from loved ones, thoughts of harming self/others, 



feelings of guilt/shame, issues with alcohol/drugs, prior 
traumas, lack of support systems (Source: CO PFA/Crisis 
Education) 
 
Share slide + ask: Who might require additional special 
assistance to access services?  
 
“Especially vulnerable” - help to access services…help to be 
safe from violence or exploitation: 

- Children - especially those separated from caregivers, 
girls especially at risk  

- People with chronic health conditions or disabilities 
(pregnant women, elderly, blind, deaf, immobile 
people) 

- People at risk of discrimination or violence (women, 
people of certain ethnic groups) 

 
20 minutes Present/Discuss 

 
LISTEN 

Share and introduce “Listen” noting that it is about making 
contact/introducing self, asking about needs/priorities, and 
then using skills to establish sense of calm + support.  
 
Share and ask – What “comforting” techniques have you 
used in the past for someone that is experiencing extreme 
distress?  
 
Note: Clarify if needed that this would be in the moment.   
 

  Expanded version +10 
 
Explain to the group that there are two general categories of 
grounding techniques. One is to support people that are 
having trouble calming themselves or who might appear 
extremely anxious or agitated, the other category is for those 
who might be feeling like things are “unreal” and detached 
from reality.  
 
Ask the group, how might they introduce the technique to 
someone?  
 
Discuss that they should: ask permission, note that it works 
for some people and so it might be helpful. Model calm + 
breathing.  
 



1). Describe something in your environment. Ask the person 
to describe the shirt or shoes that you are wearing. What 
color is it? What is the material? What else do they notice?  
 
2). Feel contact with something physical. Ask the person to 
hold onto a chair or some surface that is nearby. 
Alternatively, they could rub their hands together.  
 

   
Share slide on listening + ask What tips do you have for good 
communication? What about for children (age-based)? + 
What are some anticipated challenges given the context?  
 
Note: If appropriate, probe on the age-based listening. 
Thinking about toddlers, versus elementary school, versus 
teenagers for example.  
 
Share the slides on things to say and do, and what NOT to say 
and do.  
 
Note: For experienced clinical mental health professionals this 
should not be new and so it might be helpful to let them know 
that these are tips that they can share with those who have 
less clinical training.  
 
Share slide to summarize what helps people in the long-term.  
 

  Expanded Version Practice + 30 minutes 
 
Divide the group into pairs + trios and assign the different 
scenarios to role-play how to respond based on what they 
have discussed/learned so far.  
 
(Adapted from CO PFA/Crisis Response) 
 
• At the accommodation center you notice an older man 

sitting by himself in a corner. He is visibly upset – teary-
eyed but not belligerent. How would you interact with 
him? 

 
• Two teenagers are arguing just next to the childcare area. 

Their voices are quite loud and one of children who is 4-
years old in the childcare area starts to cry. What do you 
do?  



 
• You ask a woman who enters the center looking lost if 

she needs anything. She appears agitated and tells you 
that unless you can bring peace to her country, there is 
nothing you can do. She is clearly getting angry. How do 
you respond?  

 
• While you are drawing with a 7-year-old child, they look 

at you and ask why they are here and when will they get 
to go home. How do you respond?  

 
• You see an 8-year old child walking around the center 

with no clear parent present. What do you do?  
 

A woman comes up to you and explains that her daughter 
has cerebral palsy and requires additional assistance. She is 
looking for accommodation. How do you respond?  
 
Ask the pairs/trios to share at least one example of how they 
would respond and discuss as a group.  
 
Facilitator Notes: 
Please refer back to the “What to say and do” and “What 
NOT to say and do” slides, as well as ethical guidelines and 
confirm that the suggestions align with good practices as per 
those slides. Remind the group of these issues if needed.  
 

20 minutes Present/Discuss 
 
LINK 

Share slide on the key considerations for LINK as we move 
into how to support with services.   
 
Note: for more experienced social service employees, get their 
feedback on which services they recommend and have used 
and what challenges they have faced. Note that these are 
resources that we want to ensure everyone has access to 
during the response and is evolving.  
 
Share slide on giving information – tips  
 
Share slide on government website + hotline for 
Migration/Asylum and ask if people are already familiar with 
this site or would like to share experience using it.  
 



Share slide on CRS directory, highlighting the different 
between general + protection referrals; noting that the Safe 
Responses training will go into greater detail  
 
Share slide on problem solving + social supports.  
 
Ask once you have supported in problem-solving, provided 
information, or discussed social supports – how do you end 
your time with the person?  
 
Share slide on ending your assistance.  
 
Share slide to recap final ethical guidelines/points to 
remember.  

5 minutes Brainstorm Share slide on self-care  
 
Virtual: Ask people to write in the chat or on a JamBoard (or 
other platform) their responses.  
 
In-person: Ask people to make a note in their notebook or to 
post on a flipchart with a sticky note.  
 
Check for final questions or suggestions.  
 

5 minutes Close Brief evaluation and feedback:  
 
Virtual: Launch poll for feedback 
In-person: Write the below questions on a flipchart and 
provide a scale , ask each participate to place a sticky note or 
sticker along the scale.  
 
• On a scale of 0 – 5, how useful was today’s session? 

___________________________________________ 
0 = Not at all                                                           5 = Extremely 
 
On an additional flipchart, write the following questions and 
ask each person to respond on a separate sticky note and 
post on the flipchart.  
 
• What suggestions or additional comments do you have?   
 
• What questions remain?  
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