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Tool 6 
Guidelines for talking 
to the hostage


Be prepared for the possibility that the hostage may be in poor psychological and physical condition. The hostage may also have been given a script or been told by the hostage-takers what they should say. Expect that they may be feeling desperate. Your aim is to calm the hostage and to gather information. Let the hostage talk; do not interrupt them.
Remain calm (use a soothing voice).

Check and activate the recording device (if available).


Answer the call

· How are you? 

· Do you have everything you need?

· Are they treating you well? 

· How are the others? (if applicable)

· We are/your family is fine, don’t worry. Everything is fine here. Everything is organised.

· Please be cooperative.

· We are doing everything we can to resolve the situation.

· Do you want to tell me anything?

· How can we reach you? When? (check time and time zones)

· When will you call next? (if applicable)

Dealing with demands (for example, ransom):
· Did I understand you correctly? (ask them to repeat the demand)


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 with the hostage. This tool can be shared with the communicator, family members and other stakeholders who may be contacted by the hostage-takers and placed in contact with the hostage.
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