Examples of critical incidents from a study of mental health workers:

JP, an extremely aggressive resident assaulted a housekeeper without warning, knocking him to the floor.  The two staff members Steve & Lupe immediately ran into the unit, one of them checking on the status of the housekeeper and the other physically containing the violent resident. After the injured staff was attended to by another staff member, the second technician assisted the first one in further restraining the resident.  This was not unusual for an incident on this ward, but it was exceptional in that two urgent situations which were occurring at the same time were both met calmly, quickly, and by all available resources.  It resulted in the dangerous resident being contained properly and the injured staff being attended to.

A staff member was outside in a playyard with the residents.  While the other staff members weren’t interacting very well with the residents, this guy was out there playing and interacting, having all around fun with the residents.  He was using his effort to entertain the residents.  The staff member provided a great model for the rest of the staff.

There was one incident when one technician was watching another technician deal with an aggressive behavior from a resident.  The second technician did not intervene in time, and the first staff member got injured.  Only after the resident was restrained did the technician intervene.  This led to the first staff member having to be off work for a month.

Comparison of some poorly written critical incidents with better versions:

	Poor Version
	Better Version

	The police officer reacted to a fire quickly, putting it out with a fire extinguisher.  It could have caused considerable damage in the ensuing explosion, but the officer’s action prevented injury or serious damage.
	An engine fire started in a car at a gasoline pump in a gas station.  The police officer was driving by on patrol, noticed the fire, stopped, and quickly extinguished the fire with the chemical extinguisher from her patrol car.  Her quick action prevented a major fire and explosion.

	The clerk showed good initiative in checking work.
	The clerk noticed an item in a letter that didn’t appear to be right, checked it, found it to be opposite to the intended meaning, and corrected it.

	The department chair forgot things and made the students’ lives more difficult.
	The department chair forgot to assign an instructor for a class.  At the first class meeting, there was no instructor present and the students could not verify whether they were enrolled.
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