The PACTECH practice model guides crisis counselors through providing support and resources. A total of
300 text and chat hotline conversations were analyzed, focusing on patterns across the most successful
conversations. The practice model is built on the key findings of the importance of tailoring the approach to
the situation, empathizing with the help-seeker, and communicating clearly.

PACTECH Practice Model
Keep in Mind:

Keep in Mind:

Does the help-seeker
understand PACTECH's role?

Has the help-seeker shared enough
about their concerns?

Underlying Meaning:

Underlying Meaning:

Here's what I can do.

I want to understand. I care.

Intended Outcome:
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Shared understanding of PACTECH
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Keep in Mind:

What does the helpseeker think will
work?

Underlying Meaning:

Underlying Meaning:

We've created a plan that
works for you!
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Empathetic

Enough understanding to support cocreated solutions

Status Check

Keep in Mind:

I want you to feel better. I
want a plan that works for
you.

Does the help-seeker think this
conversation is working?

Underlying Meaning:

I want you to have what you need.

Intended Outcome:

Intended
Outcome:

Co-created
solutions

Approach matched to the situation
For additional information, contact Dr. Laura Schwab-Reese at lschwabr@purdue.edu, Larel Jacobs at
ljacobs@childhelp.org, or Michelle Fingerman at mfingerman@childhelp.org.
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