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Supervisors/Managers Helpful Tips:  
Managing the strong emotions of your team members 

The Traumatic Stress Institute offers the following acronym help in navigating the COVID-19 crisis – RICH: 
Respect. Information. Connection. Hope. 
  
We RESPECT our staff members by assuming their good intentions and their desire to provide good services 
to our patients. To show that: 

• We seek out and listen to their ideas. 

• We are flexible and compassionate.  

• We validate their fear or concern and remember they are each doing the best they can. 
Validation isn’t synonymous with agreement. It just means we understand their perspective.  

• We use active listening skills  
 
INFORMATION is essential in lessening strong emotions. When we routinely provide vital information, we 
see a reduction in fear and frustration. Consider:  

• Regular check-ins every day, either in person or via video chat 

• Written email blasts from leaders in the department  

• Encouraging leaders to join virtual huddles and staff meetings to demonstrate their presence 
and willingness to answer questions 

• Speaking smoothly and calmly when leading virtual meetings  
 
Maintaining CONNECTION is our biggest source of strength. We want to remain as engaged, open and 
reassuring as possible. To help with that:  

• Go out of your way to check in with staff members, especially those in direct contact with 
patients or those who are working remotely.  

• Think about mailing letters or cards to staff working remotely. 

• Encourage team members to share humorous videos or jokes, pictures of their home office, 
wellness/workout routines, pets or kids.  

• Host virtual “lunch hours” where staff still informally connect with each other. 
 
And then there is HOPE.  How can we honestly convey our hope and conviction?  

• Share positive stories.  

• Point out and compliment the extra effort team members are making.  
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• Have your children write thank you notes to your team or other teams and share. 


