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Tool 5 
Guidelines for communicating with hostage-takers


Remain calm.

Check and activate the recording device (if available).


Answer the call

· Who am I talking to? How would you like me to address you?

· How is my [colleague/husband/wife], etc.?

· Can I talk to my [colleague/husband/wife], etc.? 

· I need a secure proof of life. (utilise pre-agreed POL questions)

· Is my [colleague/husband/wife] wounded or ill?

· How can I contact you?

· When can we speak the next time? (consider time difference, if applicable)

· How can I be sure that I’m talking to you next time? Can we agree on a code word?

· (If you are the communicator, introduce yourself and your role.)

Proof of life
· Help me so that I can help you.

· I am worried about my [colleague/husband/wife’s] health.

· I want to talk to him/her now. (insist)

· How do we know that he/she is still alive?

· That’s a good sign from your side. Now we can continue.

Violence
· If the victim is directly harmed during the conversation, call out: STOP IT! (if necessary, end the call)

· In order to best represent your concern, it is important to me that he/she remains unharmed.

· I understood your demand. Violence and harm will not help.

· We want this to be resolved peacefully, and for you as well. You must act peacefully too.

· Please understand his/her situation. He/she is only a [low ranking employee/driver, etc.].

· You don’t need to harm him/her. We understand what you want.

· I do understand that you are serious. I do not want you to do anything to harm him/her.

Dealing with demands (for example, ransom):

· This is important. I want to ensure that I understand you correctly. (ask them to repeat the demand)

· I understand that now and I will pass your demand to the responsible person.

· I cannot say anything about this now. We will have to talk again. (if negotiations are to be postponed, agree on the next talk/call by establishing date, time, etc.)

· Can we possibly help you with something else?

· Consider that we may need a couple of days to pass the demand/s to the right person.
Directly after the phone call, note the content of the conversation, including time and duration, details (voices, sounds in the background, dialect, mood, etc.). Directly after speaking, contact the IMT/CMT for a debrief.

This tool provides guidance on how to communicate over the telephone with hostage-takers. This tool can be shared with the communicator, family members and other stakeholders who may be contacted by the hostage-takers.
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