
Bereavement support 
by telephone 

A prayer to pray before listening to grief 
 
Loving Lord, 
This is a deep moment 
of privilege and trust. 
I’m being welcomed to be alongside another 
as she or he opens a broken heart. 
Grace me with a listening heart, 
so that I may catch hold somehow 
onto what can’t be put into words just now. 
Let me be a living hug over the phone, 
a real presence. 
Let that be enough. 
Amen. 
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Skills for telephone support. 
 
• Active listening. 
• Listen 80% talk only 20%. 
• Awareness of your own voice – perhaps lower pitch, slower 

pace, warm and calm. 
• Showing empathy. 
• Being tentative. 
 
The beginning of the call. 
 
• How might the person react when you call? 
• How might you start the call? 

How can we support those by telephone 
who are living with a bereavement? 

Telling of the story 

Circumstances of 
their bereavement 

Listen, clarify, reflect, 
ask open questions 

Enable time 
and encouragement 

Possible prompts and responses. 
 
• “Where would you like to start?” 
• “What has been happening for you?” 
• “Take your time, there’s no rush.” 
• “It sounds quite hard for you to find the words.” 
• “You are dealing with so much.” 
• “What sort of support do you think might help you?” 



If someone is crying or finding it hard to talk. 
 
• “I’m here.” 
• “It’s okay.” 
• “We have got plenty of time.” 
• “It sounds so tough for you.” 
• “I’m listening.” 
 
The middle of the call. 
 
• Acknowledge feelings, circumstances surrounding death. 
• Reflect, summarise, paraphrase. 
• Clarify. 
• Explore/use open questions. 
• Be tentative. 
• Deal with strong emotions (typified by silence). 
 
Why might there be silence? 
 
• Emotion – finding it hard to physically speak. 
• Thinking/processing time if you have asked a question. 
• Not knowing what to say. 
• Unsure why you have called. 
• Mental health issues, e.g. depression, struggling generally. 
• Learning difficulties or physical challenges. 
• English may not be first language. 
 
Possible phrases/prompts. 
 
• “It sounds like….” 
• “From what you have told me it seems.…” 
• “I’m just wondering….” 
• “You are dealing with so much….” 
• “That sounds lonely…. who is there to support you?” 
• “You seem to be supporting everyone else.... what about you?” 
• “You mentioned a photograph that you like…. can you describe 

it to me?” 
• “Shall we move around the room for a few seconds?” 
• “Shall we take a few deep breaths together?” 



Ending the call. 
 
• “We have been talking for around 40 minutes now.…” 
• “Perhaps we should be thinking about finishing soon.” 
• “What are you going to do after this call?” 
• “Thank you for talking with me today – you have shared so 

much.” 
• “You are having a really tough time, I hope you feel you can ask 

for help and support.” 
• “We talked about you asking for help at work, perhaps working 

shorter days for a while?” (or other possible actions.) 
• “Shall I call again maybe in a week or two?” 
 
Blessing. 
 
Loving Lord, 
I trusted, 
and the ears listened, 
and the words flowed. 
Thank you. 
Amen. 


