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counseling is challenging due to the unique and time-
sensitive nature of this context (Chen T,2018).

Recognizing the existing gap in available resources for crisis 
counselors, we seek inspiration from various approaches 
used in related ýelds, speciýcally in design and creativity. 
Our aim is to provide crisis counselors with valuable insights 
and tools, creating a guiding framework for their training 
and development. Our ultimate objective is to introduce 
þexible reframing strategies tailored to the crisis counseling 
context. These strategies are designed to help shift a caller’s 
perspective, fostering hope and resilience even in the midst 
of the darkest moments, all while minimizing the risk of 
invalidation. By expanding the metaphorical toolbox of 
crisis counselors, they can help callers discern the cracks in 
the tunnel that surrounds them, reigniting a sense of hope 
and resilience (Cox DW,2021).

This paper addresses the dual challenge of providing 
empathetic responses and addressing callersô ýxed 
perspectives within the context of crisis counseling, an area 
lacking structured guidance. In the following section, we 
delve into this challenge, introducing our response—the 
SCAMPER reframing strategy. We explore the limitations 
of established reframing techniques and leverage insights 
from creativity and design research to bridge this gap. 
Our comprehensive introduction to Scamper’s reframing 
techniques follows (Draper J, 2015).

THE PARADOX: NURTURING CALLERS’ ROOTS 
WHILE AIMING FOR THEIR TRANSFORMATION: 
We can picture a crisis counselor as a gardener tasked 
with tending to a tree ýrmly rooted in rocky soil. The tree 
represents the callerôs current state, ýrmly entrenched 
in their crisis, while the rocky soil symbolizes their ýxed 
perspective resistant to change. The counselor’s role is to 
nurture the tree where it stands while, paradoxically, guiding 
it toward a more fertile, expansive landscape. All of this 
must be done once the tree is at its most vulnerable with 
limitations in how much time the gardener can work with the 
tree. This paradox encapsulates the intricate challenge crisis 
counselors encounter regularly. 

Callers in crisis often ýnd themselves trapped in a mental 
terrain, much like barren ground, unable to envision solutions 
beyond their immediate hardships. This predicament 
arises from acute distress, severely limiting their ability 
to identify alternative approaches, creating tunnel vision, 
and obstructing any view beyond their ýxed perspective . 
Under intense stress, the brain becomes singularly focused 
causing individuals to selectively concentrate on mood-
aligned information, making it di cult for them to entertain 
alternative viewpoints Consequently, distress hinders 
callers’ problem-solving abilities and restricts their capacity 
to explore alternatives e ectively (Gaynes R, 2017).

This inþexible mindset, akin to the unyielding rocky soil, 
poses signiýcant challenges for counselors. The persistence 

of ýxed perspectives signiýcantly impacts the outcomes 
of these vital conversations. It restricts callers’ problem-
solving capabilities while simultaneously challenging 
counselors’ understanding of the overall situation. This 
limitation ampliýes feelings of isolation, entrapment, and 
hopelessness, further hindering callers’ problem-solving 
abilities. Left unaddressed, these ýxed perspectives may 
tempt counselors to prematurely take control of the problem-
solving process leading counselors to not fully comprehend 
the caller’s underlying problems or to reach a mutually 
agreed-upon safety plan. This challenge is emphasized in 
Ramchand and colleagues’ study that found 51% of calls 
utilizing the non-invasive approach of collaborative problem 
solving showed weaknesses in its implementation such as 
failing to agree upon or jumping to early solutions. This 
study underscores the delicate equilibrium crisis counselors 
must maintain. Even active listening, a cornerstone of trust-
building, can unintentionally conýne counselors within the 
boundaries of the callerôs ýxed perspective, obstructing both 
problem understanding and solution generation. 

The persistence of ýxed perspectives may also lead to 
disagreements between counselors and callers regarding 
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ability to generate many di erent, novel ideas as well as the 
ability to synthesize, analyze, and elaborate upon complex 
ideas. From this address, the ýeld of creativity grew, 
established a deýnition, built assessments, and importantly, 
designed interventions. Many of these interventions include 
speciýc techniques to use during the creative process to 
develop more innovative ideas in business, science, and the 
arts. These interventions have been successful in helping 
individuals develop their creative abilities, more creative 
solutions, and their creative self-concepts. It is from these 
techniques and interventions that we derive the foundation 
of crisis counseling reframing techniques. 

At the core, the creativity techniques that are taught as 
reframing techniques to help creators break out of their 
functional ýxedness to develop new and useful solutions 
. Therefore, these reframing techniques are not restricted 
by context and could be applied to a variety of challenges 
across ýelds and prove adaptable wherever implemented. 
Within this paper, we demonstrate how these techniques 
may be applied within a crisis counselling situation. 
Crisis counselling and the creative process surprisingly 
share signiýcant philosophical foundations, including 
the importance of withholding judgement during idea 
generation,  developing solutions that are useful for helping 
people to move forward, and  recognizing the importance of 
constraints. This latter point may be counter-intuitive, but it 
is the foundation for techniques that impose structure on the 
creative process. 

Merely encouraging creators to brainstorm without any 
constraints can sometimes prove overly open-ended. 
Constraints have been shown to have surprising beneýts 
for enhancing creative thinking. This concept parallels the 
lack of a structured framework available to crisis counselors 
for engaging in e ective reframing strategies. These 
counselors are often left to navigate the development of 
such strategies through trial and error. To address this issue, 
some reframing techniques provide valuable structure to the 
brainstorming process. Techniques like the power impose 
a structured approach to the reframing process. These 
techniques, originating from diverse ýelds, o er promising 
frameworks to aid counselors in maintaining þexibility in 
their thinking and supporting their callers in doing the same. 
Additionally, these methods can be implemented within a 
short timeframe, making them particularly suitable for the 
fast-paced environment of crisis counseling (Sawyer C, 
2013).

Before introducing the techniques that we built upon and 
adapted for crisis counseling, we want to recognize that the 
context in which these creativity techniques are typically 
deployed vary signiýcantly from the counseling context in 
which we hope to extrapolate to. The suicide counseling 
setting is a serious context where callers are completely 
vulnerable with their pain and humanity. Bringing in 
the ‘playfulness’ that is encouraged by these creativity 

techniques should be done with prudence for the situation and 
is not reþective of the primary advantage of bringing in these 
cognitive reframing strategies. While a common context that 
these creative strategies are implemented include intentional 
brainstorming sessions, the crisis counseling context calls 
not for counselors to think of novel and useful ideas, but to 
help guide the caller to them. 

In preparation for a detailed exploration of the scamper 
strategy’s application in the crisis counseling context, 
it is imperative to establish its foundations within the 
realm of creativity. Additionally, we will introduce two 
complementary cognitive strategies, the Power of 10 and 
Perspective Swap, which play pivotal roles in shedding light 
on the underlying mechanisms behind each of scamper’s 
reframing strategies. While these strategies are not 
exhaustive and may not be as integral to our adaptation of 
scamper, they are highlighted here to emphasize the wealth 
of insights drawn from the creativity and design literature 
that inform our approach.

THE COGNITIVE FRAMEWORK: POWER OF 
10, PERSPECTIVE SWAP AND SCAMPER: Suicide 
prevention counseling presents a heightened level of the 
universal challenge of expanding one’s perspective beyond 
the current constraints. Entrepreneurs, engineers, and 
any variety of creative positions can inadvertently restrict 
their potential by remaining within a narrow frame of 
reference. For years, green mold or Penicillium digitatum 
was considered just a nuisance for researchers conducting 
scientiýc study with petri dishes. It was here green mold was 
ýxed within the minds of scientists as a problem, and not a 
potential solution. That was until, in 1928, Dr. Alexander 
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perspective swap directly; but the underlying mechanism 
of presenting alternative perspectives and viewpoints on 
the caller’s challenges through questions and rephrasing, 
is a core mechanism of our adaption of scamper for the 
crisis counseling context.  This indirect method allows for 
the caller to choose to fully engage with or disregard the 
reframing techniques as is best for them, reducing risk of 
invalidation and confrontation.

POWER OF TEN: The “Power of Ten” creativity technique 
encourages a dynamic shift in perspective, prompting 
individuals to explore problems or concepts across a wide 
spectrum of scales, essentially altering the magnitude of 
the solution space. For instance, consider a scenario where 
a community garden aims to utilize the “Power of Ten.” 
Instead of merely expanding the size of the garden, they 
might contemplate what it would be like to have ten times 
the number of volunteers, ten times the number of plant 
varieties, or even ten times the land area for cultivation. 
Conversely, it encourages contemplating scenarios at a 
reduced scale. What if they had ten times less volunteers, 
plant varieties, land area? By adjusting the scale, this 
technique provides a simple jumping o  point that allows 
them to generate fresh ideas and strategies for community 
engagement, sustainability, and food production, o ering a 
broader perspective beyond the immediate constraints.

Crisis counselors can harness the “Power of Ten” technique 
as a valuable means of assisting those facing extreme 
circumstances. This involves envisioning scenarios where 
individuals have access to an abundance of options or, 
conversely, scenarios with very limited choices. Adjusting 
the magnitude of the situation encourages the generation 
of diverse solutions that may not have been previously 
considered. For instance, callers may grapple with issues 
related to self-worth or self-e cacy during moments of 
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This easy to recall set of prompts provides a range of 
queues for the generation of alternative and novel ideas. For 
instance, consider children aspiring to create an innovative 
lemonade stand, where scamper would encourage them to 
substitute cups, combine di erent fruits for unique þavors, 
or eliminate straws for environmental reasons. This simple 
example exempliýes the techniqueôs capacity to generate a 
myriad of creative ideas. 
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The caller may gain the misunderstanding that the counselor 
views their feelings are separated from the reality of their 
situation and/or that the counselor does not believe them. 
This could be reþective of the experiences they were having 
with their family or friends that subsequently acts against 
counselor goals to make the caller feel heard and supported, 
while also providing the risk of losing trust and willingness 
to speak openly with the counselor. Accordingly, while 
adapting the caller’s statements to feelings is absolutely 
pivotal, it is often best accompanied with other principles 
such as the substitution of language, or the combination of 
acceptance and change. This is demonstrated in the second 
counselor statement of While both examples are rephrasing 
the callerôs problem statement to reþect the problem as a 
feeling, the second example acknowledges the caller’s 
challenges and changes the verbiage of “supporting me” to 
“feeling like your family is there for you.” There is still a 
limited risk present that a caller can see this as invalidating. 
However, by changing the language and putting the 
validation of their experience ýrst, we limit this risk as the 
statement becomes less contrary and more complimentary 
towards the caller’s problem statement (Willems R, 2020).

Adapting caller problem statements is also commonly 
paired with the principle of either or both eliminating 
uncontrollable concerns and/or minimizing the problem-
solving focus to one concern. Collaborative problem 
solving that is targeted towards things more within the 
callers control, commonly feelings, leads to more available 
solutions. As stated previously, the seven techniques of the 
scamper acronym are in no way meant to be exhaustively 
deýned and have tremendous overlap. They function more 
as distinct prompts to help counselors adjust their active 
listening skills and active engagement with callers. Lastly 
helps demonstrate how scamper may þexibly be applied, 
including when not to use it. Every caller has their own 
unique needs and situations. Counselor judgment that this 
caller has faced signiýcant invalidation, and may have a 
higher sensitivity to feeling invalidated, takes precedence 
over the attempt to adapt their problem statements to feeling 
statements. Counselor judgment, in correspondence with 
their team and advisors, comes ýrst.

MINIMIZE TO ONE CONCERN: Many callers in crisis 
who reach out for support have a litany of di erent issues 
and feelings that have either built up or culminated into their 
current crisis. One incredibly helpful process that counselors 
help engage the caller in through working out and discussing 
what they are going through is what problems matter now, 
what problems carry the most weight, and which of those 

issues are and are not in our control. Minimizing the plethora 
of potential concerns and issues a caller has to a singular or 
manageable amount is not a novel concept. It aligns with 
the idea of problem prioritization, or the assessment and 
evaluation of a caller’s concerns, challenges, and goals 
reported during collaborative problem solving to determine 
some form of priority ranking based on severity, urgency, 
daily impact, or potential for emotional relief .A common 
approach often utilized in cognitive behavioral therapy is 
to typically address the most recent distressing problem 
to the individual. This has seen previous implementation 
within the crisis call context.  For example, the Seven-Stage 
Crisis Intervention model focuses on uncovering the inciting 
incident that led to their call or crisis and active engagement 
principles list it as a primary concern to be discussed. Helping 
the caller select one primary concern can be done using a 
rephrasing statement, similar to the previously discussed 
techniques, or through a question. See for an example of 
both applications to one caller statement (Table 5).

We can see how the counselor rephrases the problem 
statement to reþect a singular challenge to examine. Looking 
at the ýrst counselor statement in focusing on just one concern 
in a rephrasing statement is better when the counselor and 
caller are further into the call and have deýned the problems 
as well as when a caller is overwhelmed and seems to be 
unable to pick out a singular issue. This may at ýrst seem 
contrary to ýxed perspectives, but in situations like this, a 
caller is still trapped by a ýxed perspective that either there 
is no solution to any of these problems, or the only solution 
is one that addresses every problem. This may indicate more 
support and guidance is needed from the counselor.

When used as a more direct question for the callers, as 
seen in counselor statement number two of you can put 
more autonomy and control in the hands of the caller in 
deciphering what their primary concern is or what they want 
most out of the call. The number of problems a caller may 
be facing, how willing and able they are to focus on one, and 
if these problems do or do not converge to a singular point 
will always vary and should be considered by the counselor 
independently for each call. Regardless of the application 
as a rephrasing statement or question, the primary aim is to 
have a single (or at least manageable amount) agreed upon 
concern to address together.

PUT CALLER CHALLENGES TO ANOTHER USE: 
Holding a ýxed perspective isnôt always a result of not 
seeing any possible solution or way out. Sometimes it 
comes as a result of seeing a way out but feeling you don’t 

Caller “My family won’t do anything for me and are leaving me completely unsupported in life”
Counselor “It sounds like you are not feeling supported”
Caller “It’s not that I am not “feeling” supported. They are literally not supporting me. I am not making this up!” 
Counselor “That can be tough, not feeling like your family is there for you when you need it is hard to deal with.”

Table 4.
Restated vs Rephrased.
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have the strength or ability to make it happen, like seeing 
the escape hatch out of the dark tunnel but feeling too 
weak to reach it. This is where the additional support and 
encouragement from crisis counselors can play an inþuential 
role. Regardless of ýxed perspectives, crisis counselors are 
trained to build up and encourage the caller, while providing 
the support to take those ýrst couple of steps to the hatch. 
Empowerment is essential in collaborative problem solving 
and active engagement. One way to empower callers, while 
simultaneously showing active listening and validating the 
experiences of the caller, is by putting the callers’ challenges 
to another use. More simply, reframe their weaknesses 
as strengths. Like other techniques, framing the caller’s 
challenges as evidence of their strengths or resilience has 
its risks and due to its overuse, and can run the risk of 
patronizing or seeming cliché. See below for an example 
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Caller “Hi...Honestly, I don’t even know why I called. There is no way for any of this to get better”
Counselor “Well despite your feelings of hopelessness, it shows your resilience to call and reach out tonight then”

Caller “Okay”

Table 6.
Caller-Counselor Dialogue & Reframing.

Caller “...and that’s why I feel so fed up and done. No matter what I have done and no matter what I will do they won’t ever 
support or love me like I want them to.”

Counselor

https://journals.sagepub.com/doi/abs/10.1177/0149206318805832
https://journals.sagepub.com/doi/abs/10.1177/0149206318805832
https://books.google.com/books?hl=en&lr=&id=vlGGSF1VG2kC&oi=fnd&pg=PA329&dq=Encouragement+as+a+vehicle+to+empowerment+in+counseling:+An+existential+perspective&ots=IxAclkZV97&sig=X5_ZswJenx9hS5iOZ6pXDTd5oVk
https://books.google.com/books?hl=en&lr=&id=vlGGSF1VG2kC&oi=fnd&pg=PA329&dq=Encouragement+as+a+vehicle+to+empowerment+in+counseling:+An+existential+perspective&ots=IxAclkZV97&sig=X5_ZswJenx9hS5iOZ6pXDTd5oVk
https://www.sciencedirect.com/science/article/pii/S1077722905800720
https://www.sciencedirect.com/science/article/pii/S1077722905800720
https://www.sciencedirect.com/science/article/pii/S1077722905800720


73    Helsper A • Hopeless & suicidal: A novel reframing framework for crisis counseling & the call center context.

Bi, H., Mi, S., Lu, S. (2020). Meta-analysis of interventions 
and their e ectiveness in studentsô scientiýc creativity. 38, 100750.

Caseras, X., Garner, M (2007). Biases in visual orienting to 
negative and positive scenes in dysphoria: An eye movement 
study. J Abnorm Psychol. 116(3), 491.

Chen, T., Becker, B (2018). A domain-general brain network 
underlying emotional and cognitive interference processing: 
evidence from coordinate-based and functional connectivity meta-
analyses.223, 3813–3840. 

Cox, D. W., Wojcik, K. D (2021). How the helping process 
unfolds for clients in suicidal crises: Linking helping style 
trajectories with outcomes in online crisis chats. 51(6), 1224-1234. 

Draper, J., Murphy, G.(2015). Helping callers to the National 
Suicide Prevention Lifeline who are at imminent risk of suicide: The 
importance of active engagement, active rescue, and collaboration 
between crisis and emergency services. 45(3), 261-270.

Gaynes, R. (2017). The discovery of penicillin—new insights after 
more than 75 years of clinical use

https://www.sciencedirect.com/science/article/pii/S1871187120302248
https://www.sciencedirect.com/science/article/pii/S1871187120302248
https://psycnet.apa.org/record/2007-11737-006%60
https://psycnet.apa.org/record/2007-11737-006%60
https://psycnet.apa.org/record/2007-11737-006%60
https://link.springer.com/article/10.1007/s00429-018-1727-9
https://link.springer.com/article/10.1007/s00429-018-1727-9
https://link.springer.com/article/10.1007/s00429-018-1727-9
https://link.springer.com/article/10.1007/s00429-018-1727-9
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12804
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12804
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12804
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12128
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12128
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12128
https://onlinelibrary.wiley.com/doi/abs/10.1111/sltb.12128
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5403050/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5403050/
https://onlinelibrary.wiley.com/doi/abs/10.1023/A:1022269314076
https://onlinelibrary.wiley.com/doi/abs/10.1023/A:1022269314076
https://onlinelibrary.wiley.com/doi/abs/10.1023/A:1022269314076
https://europepmc.org/article/med/19637500
https://europepmc.org/article/med/19637500
https://europepmc.org/article/med/19637500
https://onlinelibrary.wiley.com/doi/abs/10.1002/1520-6629(197710)5:4%3C325::AID-JCOP2290050405%3E3.0.CO;2-D'
https://onlinelibrary.wiley.com/doi/abs/10.1002/1520-6629(197710)5:4%3C325::AID-JCOP2290050405%3E3.0.CO;2-D'
https://digitalcommons.sacredheart.edu/jcps/vol5/iss2/3/
https://digitalcommons.sacredheart.edu/jcps/vol5/iss2/3/
https://onlinelibrary.wiley.com/doi/abs/10.1002/j.2162-6057.2004.tb01238.x
https://onlinelibrary.wiley.com/doi/abs/10.1002/j.2162-6057.2004.tb01238.x
https://www.mdpi.com/1660-4601/17/5/1641
https://www.mdpi.com/1660-4601/17/5/1641
https://www.mdpi.com/1660-4601/17/5/1641

