
EXPERIENCES OF GSA EMPLOYEES INVOLVED IN THE RE-ESTABLISHMENT 

OF FEDERAL OPERATIONS AFTER THE BOMBING OF THE 

ALFRED P. MURRAH FEDERAL BUILDING: 

A QUALITATIVE WORK - FAMILY STUDY 

A DISSERTATION 

UMITTED IN PARTIAL FULFILLM T OF THE REQUIREMENTS 

FOR THE DEGREE OF DOCTOR OF PHILOSOPHY 

IN THE GRADUATE SCHOOL OF THE 

TEXAS WOMAN ' S UNIVER ITY 

DEPARTMENT OF FAMILY SCIENCES 

COLLEGE OF PROFESSIONAL EDUCATION 

BY 

BETHANY TOPPERT, B.S. , M.P.A. 

TEXA.S w l 

DENTON, TEXAS 

DECEMBER 2011 



TEXAS WOMAN'S UNIVERSITY 
DENTON, TEXAS 

To the Dean of the Graduate School: 

November 1, 2011 

I am submitting herewith a dissertation written by Bethany Toppert entitled 
"Experiences of GSA Employees Involved in the Re-establishment of Federal Operations 
After the Bombing of the Alfred P. Murrah Federal Building: A Qualitative Work -
Family Study." I have examined this dissertation for form and content and recommend 
that it be accepted in partial fulfillment of the requirements for the degree of Doctor of 
Philosophy with a major in Family Studies. 

ion and recommend its acceptance: 

Acch 
Dean of the Graduate School · 



Copyright © Bethany Toppert, 2012 

All rights reserved. 

lll 



DEDICATION 

To the individuals who willingly shared their stories with me and to all the 

individuals who have stories to be shared. 

IV 



ACKNOWLEDGMENTS 

I would like to express my appreciation to my family and friends. Special thanks 

go to my husband, John, who kept the home fires burning bright while I attended classes 

and spent hours studying to complete homework, comprehensive exams, and last but not 

least my dissertation. Without his dedication to my dream and his role as an exemplary 

father I would not have been able to accomplish my goal. Thanks also to my children, 

Alli and Andrew, who accepted the fact that I was not always available to participate or 

attend various activities with them and who let me work in peace and quiet to 

accomplish my goal. Their support was essential to my success. 

I am especially thankful to Dr. Armstrong, my committee chair who provided 

un nding support, encouragement, and worked diligently to keep me moving forward. 

Thank also to members of my committee, Dr. Jennings, and Dr. Fannin for their 

assistanc in my ndeavor and helping me to "move on with my life" as Dr. Jennings 

often commented. Thanks to Jaylie Beckenhauer, Ph.D., who started me on my doctoral 

quest and was a classmate in the early years. I would also like to thank her for her 

f edback and suggestions regarding my dissertation. Special thanks go to Rosa Fuentes, 

Ph.D., who early on became a constant source of support as we completed class after · 

class, culminating with comprehensive finals. I would not have made it through finals 

without her, nor completed my dissertation without her encouragement, suggestions, 

and fe dback. 

Dreams are never accomplished alone, but are the result of the combin~d efforts 

of many who simply believe in another person and who willingly support, encourage, 

V 



prod, and inspire the individual to stand firm in the face of adversity. Thanks to all my 

family and friends who held fast to my dream when I would occasionally lose sight of it. 

Vl 



ABSTRACT 

BETHANY TOPPERT 

EXPERIENCES OF GSA EMPLOYEES INVOLVED IN THE RE-ESTABLISHMENT 
OF FEDERAL OPERATIONS AFTER THE BOMBING OF 

THE ALFRED P. MURRAH FEDERAL BUILDING: 
A QUALITATIVE WORK- FAMILY STUDY 

DECEMBER 2011 

The purpose of this qualitative research study was to explore the phenomenon of 

individuals employed in white-collar occupations who were exposed to a traumatic 

stressor event via their involvement in re-establishing work operations after a terrorist 

attack. This study specifically explored the experiences of the United States General 

Services Administration ( GSA) employees involved in the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building in Oklahoma City. 

A qualitative research method combined with a phenomenological research 

strategy provided the researcher an opportunity to understand the unique xperiences of 

the GSA employees. The specific research objectives were to explore: (a) what the 

experiences were of the GSA employees involved in the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building; (b) what their 

perceptions were of the event, the stressors they experienced, the resources they used to 

assist them in handling the stressors, and the coping strategies utilized to adjust to their 

work assignments; and (c) how their families were impacted, as perceived by the GSA 

employees, during this experience. The Family Stress Theory provided a useful 

framework for investigating _perceptions, stressors, resources, and coping strategies of 

the GSA employees reflecting on their experiences. 
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A purposive non-random sample was used to recruit 11 individuals who met the 

following criteria: (a) employed with GSA on April 19, 1995, (b) a current or former GSA 

employee who was involved in some aspect of the re-establishment of federal operations 

after the bombing of the Alfred P. Murrah Federal Building, and (c) self-defined as a 

family member. Face to face interviews were conducted with each participant utilizing 

open-ended questions. The interviews were recorded, transcribed verbatim, and 

analyzed to determine themes. 

Of the 11 participants, the majority were White males, ranging in age from 28 to 

57 years at the time of the event in 1995. Eighty-two percent of the participants were 

married, and 91 % owned their own homes. Sixty-four percent of these families had 

children ranging in age from 6 months to 35 years. In 1995, 54.6% of participants 

d scribed their overall relationship with their families as being close or good and 45.4% 

described their overall relationships as very good or great. All participants identified with 

a specific r ligion with the majority being Catholic, 36.4%, followed by Methodist, 

27.3%, and described their degree of religious involvement as regular to limited. 

Ten themes and 29 sub-themes emerged from this qualitative research .study: 

(a) it was the best of times, it was the most stressful of times; (b) constructive 

perceptions; ( c) stressors experienced; ( d) resources utilized; ( e) maintaining perspective; 

(f) supportive perceptions; (g) family stressors experienced; (h) family resources utilized; 

(i) maintaining communications; and G) family adaptability. Conclusions, implications, 

and recommendations for future studies were identified as well as· suggestions for family 
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sciences professionals, counselors, researchers, and employers working with white-collar 

employees and their families involved in future traumatic stressor events. 
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CHAPTER! 

INTRODUCTION 

For millions of Americans, the workplace is as familiar to them as their own 

home. The workplace typically provides employees with a sense of accomplishment, 

source of satisfaction, opportunity for social interactions, career development, and 

training. The workplace can also be a source of frustration, anxiety, and stress. An array 

of research has been done regarding workplace stress. Some of the research includes 

types of normative stressors employees encounter in the workplace, stresses associated 

with the work-home interface, psychological and physiological impact of stress, and 

strategies to handle stress. 

As society and the environment changed in the 21st century, research began 

focusing on traumatic stressor events such as workplace violence, disasters, terrorism, 

and the impact these events have on employees in occupations that typically encounter 

these extreme events. Unfortunately, the 21st century has served as an equal opportunity 

employer, exposing more and more white-collar workers to those same traumatic 

stressor events. The need to understand how white-collar employees perceive and cope 

with non-normative stressor events and the impact on their families is becoming 

increasingly important. 

When asked about stress in the workplace, 67% of the 2,529 American adults 

surveyed, reported work as a significant source of stress (America Psychological 

Association [APA], 2008). Most white-collar workers are typically exposed to normative 

stressors on a regular basis ih the workplace. 
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Normative stressors are those that most employees typically encounter in a 

workplace and are of short duration. Some sources of normative workplace stressors 

include perceived unfairness, increased workload, low salaries, unclear job expectations, 

organizational changes, a constantly changing work environment, limited advancement, 

job insecurity, work-family conflict, and interpersonal conflict (APA, 2008; Hutri & 

Lindeman, 2002; National Institute of Occupational Safety and Health, 2008; Sauter et 

al. , 1999). 

The National Institute of Occupational Safety and Health (NIOSH, 2008) defined 

workplace stress as the "harmful emotional and/ or physical responses that occur when 

the requirements of the job do not match the capabilities, resources, or needs of the 

worker" (Sauter et al. , 1999, p. 6). Workplace stress becomes problematic when it 

impacts an employee's social, physical, or psychological domains. The 2008 AP A 

nationwide survey found that of the ten major sources of stress identified, work was the 

third most significant source of stress after money and the economy (AP A, 2008). The 

NIOSH (2008) cited a survey conducted by Northwestern National Life in which 40% 

of employees reported that their job was "very or extremely stressful" (Sauter et al., 1999, 

p. 4). 

Working individuals often experience spillover stress which is a result of the 

tension between work and home. Spillover stress occurs when problems associated with 

the stresses from one environment, home, spillover into the other environment, work 

(Crouter, 1984; Staines, 1980). For example, while 47% of employees indicated that their 

home life interfered with their work life, another 33% indicated that work interfered with 

home (APA, 2008). Researchers also found that when individuals suffered from stress, 

members of their social network also experienced some aspect of the related stress 
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(Farrell & Geist-Martin, 2005). Results of the APA survey also indicated that 56% of the 

individuals surveyed believed their jobs interfered with their ability to accomplish family 

tasks, and 33% reported having difficulty balancing their family and work obligations 

(APA, 2008). 

Individuals reported a wide range of behavioral, psychological, and physiological 

symptoms when asked how stress impacted them (APA, 2008; Goetze!, 2005; NIOSH, 

2008; Sauter et al. , 1999). Examples of behavioral symptoms included increased 

absenteeism, temper outbursts, increased crying, sleep disturbances, and increased 

smoking, drinking and eating, as well as increased conflicts with family, friends, and 

coworkers. Psychological symptoms included feelings of anger, irritability, nervousness, 

depression, and trouble concentrating on tasks. Physiological symptoms included 

headaches, fatigue, upset stomach, muscle tension, change in sex drive, teeth grinding, 

tightness in chest, increased blood pressure, and dizziness (APA, 2004b, 2008; Goetze!, 

2005; NIOSH, 2008; Sauter et al., 1999). 

Research suggests there is a relationship between on-going symptoms of stress 

and negative health outcomes which potentially increases individuals' vulnerability to 

musculoskeletal disorders, cardiovascular disease; obesity, impaired immune disorder, 

cancer, and suicide (APA, 2008; Sauter et al., 1999). A meta-analysis of over 300 

experiential studies conducted behveen 1960 and 2001, supported prior findings of a 

relationship between stressful experiences and the human immune response 

(Segerstrom & Miller, 2004). The primary findings included the following: (a) acute 

stressors generally trigger the body's adaptive reaction which is associated with the fight

or-flight response, (b) chronic stressors tend to produce harmful changes in the human 

body, and (c) sick and older individuals are more susceptible to the damaging impact 
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stressors have on the immune system (Sauter et al., 1999; Segerstrom & Miller, 2004). 

The impact workplace stress has on disease and injuries continues to grow. The World 

Health Organization's Global Burden of Disease Survey, cited by Ray and Sauter (2008) 

predicts that by the year 2020, mental disease will be the second leading cause of 

disabilities for individuals. 

Varying strategies, ranging from healthy to unhealthy, are utilized by individuals 

to help them handle stress. Healthy behaviors included talking with family, friends, and 

coworkers, listening to music, exercising, reading, watching TV, napping, praying, and 

attending religious services (APA, 2008). Unhealthy behaviors included smoking, 

shopping impulsively, gambling, drinking, overeating, and skipping meals (AP A, 2008). 

Costs associated with workplace stress have been estimated at $300 billion 

dollars per year for businesses due to decreased work productivity, increased 

absenteeism, employee turnover, and insurance, medical, and legal expenses (AP A, 

2004b). Goetzel (2005) identified other less quantifiable expenses associated with lost 

productivity such as the costs related to temporary or long-term replacement hiring, 

reduced customer satisfaction levels, missed sales, and reduced production output. Work 

productivity was also impacted by employees who are less attentive, distracteq, or unable · 

to perform their work assignments due to symptoms associated with workplace stress. 

The Bureau of Labor Statistics (BLS) defined occupational stress as a "neurotic 

reaction to stress" (Webster & Bergman, 1999, p. 38). In 1997, Webster and Bergman 

(1999) identified 3,418 cases of occupational stress and found that 23 was the average 

number of days taken off work. Additional findings included: white-collar workers were 

at higher risk for occupational stress than for all nonfatal occupational illnesses and 

injuries; for every 1 male case of occupational stress, 1.6 cases were women; and services, 
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manufacturing, and retail trades were the three industries with the highest percentages 

of occupational stress (Webster & Bergman, 1999). 

In addition to the numerous normative workplace stressors, the 21st century has 

also exposed more white-collar workers to non-normative stressor events such as 

workplace violence, disasters, mass shootings, and terrorism. Historically, there has 

always been a portion of the workforce that has worked in environments which have 

exposed them to traumatic stressor events. These groups typically included medical 

personnel, emergency workers, military personnel, police, firefighters, mental health 

professionals, and disaster personnel. Research has indicated that traumatic events have 

the potential to produce emotional and physical symptoms called traumatic stress 

reaction (AP A, 2004a). Many people who experienced a traumatic event also have the 

potential to develop Posttraumatic Stress Disorder (PTSD), (AP A, 2004a; NIOSH, 

2008). PTSD is an anxiety disorder identified in the fourth edition of the Diagnostic and 

Statistical Manual of Mental Disorders (DSM-IV-TR). PTSD is the result of a traumatic 

event and characterized by symptoms of hyperarousal, avoidance and numbing, and re

experiencing the event (American Psychiatric Association, 2000; American Psychiatric 

Publishing, Inc., 2010; National Institutes for Mental Health [NIMH], 2007, 2~08). 

Symptoms last longer than a month and interfere with an individual's day-to-day life 

(American Psychiatric Association, 2000; Figley, 1995; NIMH, 2007, 2008; NIOSH, 

2002, 2008; Sauter et al., 1999). 

A related issue is Secondary Traumatic Stress Disorder (STSD) which can impact 

individuals who indirectly experience a traumatic stressor event (Figley, 2002). STSD 

involves a range of symptoms from an emotional reaction to extreme psychological 

trauma which can develop after working with individuals who have been directly exposed 
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to one or more terrifying events. Terrifying events were those that threatened or caused 

physical harm (Figley, 2002). Figley (2002) described STSD as the "phenomenon 

associated with the cost of caring for others in emotional pain" (p. 2). In addition to the 

term STSD, Figley (2002) also identified other terms that were used to describe the same 

phenomenon such as vicarious traumatization, secondary victimization, secondary 

survivor, secondary traumatic stress, and compassion fatigue. Figley (2002) defined 

compassion fatigue as "a more user-friendly term for secondary traumatic stress 

disorder. It is similar to PTSD, except that it applied solely to those emotionally affected 

by the trauma of another" (p. 3). STSD and compassion fatigue became an important 

area of interest as more research indicated that individuals who work with others 

suffering from exposure to trauma are also at risk for experiencing pain and distress 

(Figley, 2002). 

Statement of the Problem 

The 21st century has brought about numerous changes to society, both for 

individuals and their families. Balancing the demands between work and family 

responsibilities is becoming increasingly challenging as individuals handle not only 

normative workplace stressors, but also non-normative stressors such as workplace 

violence, mass shootings, and terrorism. One of the more recent changes is the increase 

of terrorists' attacks occurring on U.S. soil targeting American workplaces and exposing 

more white-collar employees to traumatic stressor events. There is a need to understand 

how white-collar employees perceive a traumatic stressor event and cope with the event 

since it impacts workers as well as their families (Hill, 1949, 1958; McCubbin, Cauble, & 

Patterson, 1982; Olson et. al., 1989). 
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The bombing of the Alfred P. Murrah Federal Building in Oklahoma City on the 

morning of April 19, 1995, was not the first terrorist attack in the U.S., but at that time it 

was "the deadliest terrorist event ever committed on U.S. soil" (Federal Bureau of 

Investigation [FBI], 1996, p. 1; Sprang, 2001, p. 337). Specifically, it was the first 

involving mass destruction and causalities; targeting Americans while they worked (FBI, 

1996). At 9:02 a.m., 361 individuals were in the Murrah Building, 538 individuals were 

in the four adjacent buildings, and 378 people were in the surrounding area (Mallonee et 

al., 1996; Oklahoma Department of Civil Emergency Management [ODCEM], 1996; The 

City of Oklahoma, 1996). Of those 1,277 individuals exposed to the blast, 167 were killed 

(a first responder was later killed due to falling debris), 592 were injured and received 

medical treatment, and another 518 received minor injuries not requiring medical care at 

the time (Mallonee et al., 1996; ODCEM, 1996; The City of Oklahoma, 1996;). 

De truction and damage to workplaces included the Alfred P. Murrah Federal Building, 

324 surrounding buildings, and additional damage to cars, windows, and doors in a 50-

block area (FBI, 2000). 

This extreme act of violence in the work environment has been replicated in other 

U.S. workplaces. Examples of terrorism include the 1993 World Trade Center CWTC) 

bombing, 6 individuals killed and the September 11, 2001 (9/11) terrorists ' attacks, an 

estimated 3,050 individuals killed (FBI, 2006). Additionally, the Department of Justice 

identified 1.7 million instances of workplace violence between 1993 and 1999 which 

included examples of stalking, mailings of dangerous materials such as anthrax, shooting 

rampages, etc. (National Center for the Analysis of Violent Crime [NCAVC], 2004). 

A review of the literature indicates that a substantial amount of research E!Xists 

regarding the impact of traumatic stressor events on individuals directly involved in the 
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event as well as those involved in emergency and recovery efforts. Specific populations 

studied include survivors and their families; emergency, medical, and healthcare 

workers; first responders, search and rescue personnel; and others directly involved in 

the events. Research has also been conducted on individuals indirectly involved via the 

assistance they provide to both emergency and non-emergency personnel directly 

impacted by the traumatic event. These individuals typically include clergy, mental 

health counselors, and physicians. 

There is limited research on the impact of traumatic stressor events on 

individuals employed in white-collar occupations who become involved either in re

establishing work operations or in handling victims and survivors. Given the lack of 

research in this area, this becomes a significant area of study given the increasing 

numb r of terrorist attacks targeting American workplaces and the 140 million employed 

in the U.S. civilian labor force (BLS, 2010). Tucker expressed similar concerns when she 

said, "It is important to know how the people who end up handling victims in a terrorist 

attack cope ... especially since terrorist events are increasing among civilian populations 

and civilians are going to be asked to help," (Tucker et al., 2002, p. 6). 

Other researchers also recognize the need for understanding the various.aspects 

of workers coping with the trauma associated with a terrorist act. Fields and Margolin 

(2009) identified that the irrational nature of terrorists' acts tend to set off a 

psychological chain reaction of emotions which increases the difficulty of coping with the 

event for individuals. They indicated that it is the irrational aspects such as unprovoked 

violence, randomness, and innocent people targeted, that increase _feelings of fear, 

vulnerably, and helplessness (Fields & Margolin, 2009). Butler, Panzer, and Goldfrank 

(2003) stated that the literature associated with the psychological consequences of 
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terrorism is relatively small and often what is used comes from the literature on 

disasters. The researchers stress that terrorism's malicious intent and devastating impact 

on immeasurable lives, further supports the need for continued exploration to 

understand the impact on all individuals (Butler, Panzer, & Goldfrank, 2003). 

Purpose of the Study 

The purpose of this qualitative research study was to explore the phenomenon of 

individuals employed in white-collar occupations who were exposed to a traumatic 

stressor event via their involvement in re-establishing work operations after a terrorist 

attack. This study specifically explored the experiences of the GSA employees involved in 

the re-establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building in Oklahoma City. The specific research objectives were to explore: (a) 

what the experiences were of the GSA employees involved in the re-establishment of 

federal operations after the bombing of the Alfred P. Murrah Federal Building, (b) what 

their perceptions were of the event, the stressors they experienced, the resources they 

used to assist them in handling the stressors, and the coping ~trategies utilized to adjust 

to their work assignments, and (c) how their families were impacted, as perceived by the 

GSA employee, during this experience. 

Research Questions 

In order to achieve the purpose of this study, the following research questions 

guided this investigation: 

I. What were the experiences of the GSA employees involved in the re

establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building? 
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II. What were the perceptions of the GSA employees; the stressors they experienced; 

the resources they used to assist them in handling the stressors; and the coping 

strategies utilized to adjust to their experiences associated with their work 

assignment? 

III. What was the impact to the employee's family, as perceived by the GSA employee, 

during this experience? 

Research Design 

This study utilized a phenomenological qualitative research methodology to 

explore the unique experiences of individuals during in-depth, individual interviews with 

the researcher. A total of eleven participants were interviewed. Participants were 

recruited using the following criteria: 

• Employed with GSA on April 19, 1995. 

• A current or former GSA employee who was involved in some aspect of the re

establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building. 

• Self-defined as a family member. 

The criteria represent a work assignment involving white-collar employees exp9sed to a 

traumatic stressor event encompassing numerous activities related to the aftermath of a 

bombing. 

In order to achieve the researcher's goal of discovering and understanding 

participants' perspectives, insights, and meaning related to their involvement in this 

particular phenomenon, comprehensive, face-to-face interviews wi_th open-ended 

questions averaging one hour were dedicated for each individual. An interview protocol 

was utilized to ensure standard questioning and consistent sequencing of questions for 
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each participant, while allowing them to tell their story in their own words. Participant 

interviews were audio recorded and the audio recordings were transcribed verbatim. 

Field notes were taken to capture the researcher's thoughts, feelings, insights, and 

observations that occurred during the interview phase. Content analysis of the data 

gathered from interviews focused on identification of major themes, patterns and trends 

with the goal of interpreting the meaning of the data gathered (Babbie, 2009; Creswell, 

2009; Denzin & Lincoln, 2008a). 

Research Strategy 

A phenomenological research design provided an inquiry strategy that enabled 

the researcher to gather and understand the experiences of the participants concerning a 

specific phenomenon. Denzin and Lincoln (2008a & b) identified phenomenological 

analysis as a method which focuses on understanding how the everyday world is 

constructed as well as how individuals give meaning to their own actions and the actions 

of others. Similarly, Ambert, Adler, Adler, and Detzner (1995) described phenomenology 

as an appropriate research approach when discovery rather than critique is the 

underlying premise of the study. Creswell (2009) identified characteristics associated 

with phenomenological research such as small numbers of participations, prolonged 

interaction time with participants, identification of patterns and relationships, and 

bracketing of the researcher's experiences so that she or he can understand the 

experiences of the participants. Thus, the characteristics associated with a 

phenomenological research design aligned with the goal of understanding the 

experiences of the participants and the meaning they associated with their experiences. 
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Conceptual Framework 

Conceptual frameworks provide researchers with a set of ideas and assumptions 

to view the social world as well as serve as a guide by which they can focus their inquiry 

(Boss et al., 1993). In addition, being broader in scope and abstractness than theories, 

conceptual frameworks give researchers an initial perspective from which to view the 

social phenomenon under study (Boss et al., 1993). Thus, conceptual frameworks can 

serve as roadmaps guiding researchers in the often puzzling world of social phenomena. 

The conceptual framework that guided this study was Hill's (1949, 1958) ABC-X 

Model of Family Stress and Boss's (1988, 2002) Contextual Model of Family Stress. 

Hill's theory focused on how families experience a stressor event, factor A; how families 

utilize resources to manage the stressor event, factor B; how families perceive the 

stressor event, factor C; and whether the event produces a crisis situation, factor X. 

Boss's Contextual Model of Family Stress includes Hill's four factors, A, B, C, and X, and 

also identifies the external and internal context in which families exist in and its ability 

to impact families and the stress they experience. In addition,. she identified factor X as 

the family's outcome, which could be crisis or some degree of stress. Boss (1988, 2002) 

recognized that not all families end up in a crisis state after encountering a stressor 

event, but can instead end up with some degree of stress which exists on a continuum 

ranging from low or managed stress to high or strained stress. 

Hill's (1949, 1958) ABC-X Model of Family Stress and Boss's (1988, 2002) 

Contextual Model of Family Stress provided a useful framework for investigating the 

experiences of the GSA employees, their perceptions, and the resources which assisted 

them in coping with their work assignment involving the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building. 
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Definition of Terms 

For purposes of this study the following definitions were used: 

• Adaptation: efforts of the family to re-establish balance or achieve a new level of 

balance after a family crisis (McCubbin & Patterson, 1983). 

• Aftermath of the bombing: all the situations a person encountered after the 

bombing and other issues or problems which might accompany a terrorist act. 

• Compassion fatigue: often used interchangeable with secondary traumatic stress 

disorder. Similar to Posttraumatic Stress Disorder, except that the source of the 

emotional distress comes from helping others that were directly impacted by 

trauma (Figley, 2002). 

• Coping: thoughts and behaviors used to manage, reduce, or tolerate internal and 

external demands that an individual perceives to tax or exhaust his or her 

available resources (Folkman & Lazarus, 1980). 

• Crisis: a period of disorganization or disruption to the family system in which 

prior behaviors, interactions, skills or strategies are no longer effective in 

handling or solving problems (Boss, 1988, 2002; Hill, 1949, 1958). The initial on

set of the disorganization or disruption is so ·~trong or acute that it temporarily 

immobilizes the individuals or families (Boss, 1988, 2002; Hill 1949, 1958). 

• Crisis- roof: the ability of a family to withstand a stressor event. Hill (1949, 1958) 

identified the following attributes associated with family organization as assisting 

a family in being crisis proof. These included: satisfaction within the family 

achieved via successfully meeting the emotional and physical needs of it 

members, agreement in its role structure, agreed upon family goals, and p~rsonal 

ambitions which are secondary to the family's goals. In other words, families 
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adequately organized tend to be crisis-proof, those inadequately organized, i.e., 

poor interpersonal relationships, unrealized aspirations, economic pressures, 

conflicting family roles, etc., are more crisis-prone (Hill, 1949, 1958). 

• Family organization: consists of two primary family attributes, integration and 

adaptability. Integration is associated with family unity and economic 

interdependence. Adaptability is a family's ability to adjust to various issues or 

situations, i.e., flexibility in discussing and solving problems (Boss, 2002; Hill, 

1949; Ingoldsby, Smith, & Miller, 2004). 

• Hardships: additional stressors that accompany the initial stressor event. These 

hardships or difficulties demand not only the family's attention but the family's 

skills and abilities that may have been immobilized because of the initial stressor 

event (Hill, 1958). 

• Normative vs. non-normative life events: normative events are predictable 

developmental changes that typically occur in the majority of individuals and 

families during the course of the family life cycle (McCubbin, Cauble, & 

Patterson, 1982). Non-normative events are unanticipated or unpredictable or 

situational events such as accident, natural disasters, murder, or loss of job that 

do not typically occur in the majority of families and may place the family in a 

state of disorganization (McCubbin, Cauble, & Patterson, 1982). 

• Perce tions: personal meaning individuals give to their own experience of an 

event or situation (Boss, 1988, 2002; Hill, 1949, 1958; Mccubbin & Patterson, 

1983). 

• Post-Traumatic Stress_ Disorder (PTSD): defined in the Diagnostic and Statistical 

Manual of Mental Disorders IV-TR as a serious condition involving personality 
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changes, somatic illness, and self-destructive behavior (American Psychiatric 

Association, 2000). 

• Re-establishment of federal operations: effort and actions of the GSA employees 

to provide needed resources such as logistical support, transportation, 

telecommunication, contracting and purchasing activities, identifying and 

acquiring office space or other facilities needed as well as assessing and repairing 

damages to other federal buildings in order to re-establish the operations of 

impacted federal government agencies in order for them to continue performing 

their missions. 

• Resources: a wide range of sources that are available to individuals and families 

that are considered advantageous in helping them to cope with stress or find 

solutions to problems (McCubbin & Patterson, 1983). Resources include a wide 

array of attributes, individual and family, internal and external, that assists the 

individual and family in meeting demands (Mccubbin & Patterson, 1983). 

• Resources (family): includes family aspects such as flexible role relationships and 

shared power, family cohesion and adaptability, and social connectedness of 

family (Mccubbin & Patterson, 1983). 

• Resources (personal): includes dimensions such as financial, education, health, 

psychological, effective communication, experience, knowledge, religion, and 

marital commitment (McCubbin & Patterson, 1983). 

• Secondary Traumatic Stress Disorder (STSD): also referred to as compassion 

fatigue. STSD is a range of emotional and psychological symptoms which can 

impact individuals wh_o indirectly experience a traumatic stressor event (Figley, 

1995). 
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• Social support: defined as information supplied at the interpersonal level 

resulting in (a) emotional support, feelings of being cared for and loved, 

(b) esteem support, feelings of being valued, and (c) network support, feelings of 

belonging or connection to others via communication and access to social 

services (Mccubbin et al., 1980). 

• Stress: the change in an individual's mental or physical state in response to 

events (stressors) that present the individual with a challenge or threat (Selye, 

1978). 

• Stress (physiological): "the non-specific response of the body to any demand" 

(Selye, 1978, p. 55). 

• Stress (psychological): "a relationship between an individual and his or her 

environment that the individual views as difficult and exceeds his or her 

resources to handle and harms his or her well-being" (Lazarus & Folkman, 1984, 

p. 19). 

• Stressor: an event, stimulus, or mechanism that produces stress (Selye, 1978). 

• Stressor related to famil stress theo : "a life event or transition, which can 

impact the family unit producing, or has the.potential of producing, change in the 

family social system" (McCubbin & Patterson, 1983, p. 8). 

• Terrorism: the use of force or violence against individuals or property for the 

purposes of coercion, intimidations, or ransom (FBI, 1996, 2000, & 2002). 

• Work lace stress: the harmful emotional or physical responses that result when 

there is a lack of alignment between an employee's resources, needs, or skills and 

the requirements of his or her job (Sauter et al., 1999). 
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• Workplace stressor: various items such as frustration, interpersonal work 

problems, work demands, changes in the organization, job redesign, increased 

workload, low salaries, and unclear job expectations (Sauter et al., 1999). 

Significance of the Study 

There are several significant issues which drove this qualitative study. These 

included the significance of: (a) capturing the stories of the GSA employees and giving 

voice to their unique experiences associated with the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building; (b) bridging the 

gap in the literature that exists in regards to how white-collar workers perceive a 

traumatic stressor event and the resources they use to assist them in coping with these 

stressors; and (c) identifying the impact to their families, as perceived by these 

employees, during this experience. Thus the results from this study could potentially 

provide information that would assist future white-collar employees and their families 

involved in a similar future traumatic stressor event. 

The significance of the bombing of the Alfred P. Murrah Federal Building in 

Oklahoma City on April 19, 1995 was that it represented the first horrific bombing 

producing mass destruction and causalities in the workplace. It also exemplified key 

trends identified by the FBI's analysis of terrorism over the last several decades (FBI, 

2000, 2002, & 2006). These trends included increase in domestic home-grown 

terrorists, use of a bomb as the method of destruction, mass destruction of property, 

large numbers of deaths and injuries, and workplace and civilian targets (FBI, 2000, 

2002, 2006). Capturing the stories of GSA employees and documenting their roles, 

provides acknowledgement of their contributions in this unfortunate, yet historic event 
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as well as offers insight into their experiences and the impact to their families as 

perceived by the employees. 

Evidence indicates terrorism will continue to plague the world's inhabitants into 

the 22nd century and beyond given its long history. As such it becomes a significant area 

of study due to its potential to impact a large sector of the U.S. population and the 

psychological and physiological harm it has the potential to produce in both individuals 

and families. Research on traumatic stressor events such as terrorism has been linked to 

PTSD for individuals directly involved and STSD for individuals who indirectly 

experience the traumatic stressor event (Figley, 2002). Limited research exists in regards 

to how white-collar workers perceive a traumatic stressor event and the resources they 

use to assist them in handling these stressors. This study will be an attempt to bridge 

that gap in the literature that currently exists. 

The results from individuals reflectively identifying their perceptions and the 

resources utilized to cope with a traumatic stressor event could potentially equip future 

employees with the resources needed to manage a traumatic s.tressor event and minimize 

the psychological impact of the situation. It could also provide other private and public 

organizations with information on how to expend their limited dollars on resources that 

would best assist their employees in similar situations. In addition, gathering the 

experiences of the GSA employees offers the opportunity to identify lessons learned that 

potentially could be incorporated into the organization's corporate knowledge system 

(Butler, Panzer, & Goldfrank, 2003; Ursano et al., 2006). 

This research could make a unique contribution to the field of workplace stress 

and employee coping. It could also serve as a basis for further research in this arena. 

Dissemination of such knowledge will be an important aspect of aiding white-collar 
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employees involved in re-establishment of operations after a disaster, whether natural or 

human-made. This potential outcome was sufficient justification for conducting the 

study. 

Assumptions 

The researcher made the following underlying assumptions for this study: 

1. There is a relationship between an individual's ability to cope with stress and his 

or her perceptions of the event and the availability of resources. 

2. Understanding perceptions and resources utilized to cope with a traumatic 

stressor event is a phenomenon worthy of social scientific research among white

collar employees involved in the re-establishment of federal operations after a 

traumatic event. 

3. The unique experiences of the participants that were obtained during 

comprehensive, individual interviews were comprised of descriptive personal 

accounts of their lived experiences. 

4. Individuals interviewed were capable of recalling and reporting their experiences 

accurately. 

5. Participants in the research responded honestly based on their own 

understanding of the questions asked. 

6. Participants in the research were open, forthcoming, and truthful. 

7. Although complete objectivity of the researcher was unlikely, the researcher 

bracketed her own preconceived ideas and beliefs to limit her subjectivity during 

data collection and analysis. 
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Delimitations 

Several delimitations existed in this study: 

1. The nature of the research questions limited the participants who were 

interviewed. 

2. Participants were recruited using a purposive sampling of former and current 

GSA employees involved in the re-establishment of federal operations after the 

bombing of the Alfred P. Murrah Federal Building. This method of data collection 

is a key component of qualitative research which is to purposefully select 

participants that best help the researcher to understand the phenomenon and 

research questions under study (Creswell, 2009). 

3. The unique nature of the bombing limited the study by focusing on personnel and 

work that was specific to the federal government which could limit the 

generalizability to other populations. 

Summary 

A qualitative research methodology provided the researcher an opportunity to 

interact with the participants; obtain full, rich descriptions of experiences; and interpret 

the subjective meaning individuals construct through interactions with others (Creswell, 

2009). The purpose of this study was to explore the experiences of GSA employees 

involved in the re-establishment of federal operations after the bombing of the Alfred P. 

Murrah Federal Building. The information was collected during in-depth individual 

interviews which were audio recorded. The audio recordings were transcribed verbatim 

after all interviews were conducted. The researcher looked for patterns and themes that 

emerged from the interviews with participants. Content analysis was used to conduct a 

thematic analysis of the text. 
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The resulting information provided insight into the experiences of these GSA 

employees by (a) capturing their stories and giving voice to their unique experiences; 

(b) identifying perceptions, stressors, resources, and coping strategies utilized by these 

employees; and (c) identifying the impact to their families, as perceived by these 

employees. The identification of this information could assist future white-collar 

employees and their families involved in a similar future traumatic stressor event as well 

as potentially provide lessons learned for the organization. 

Additionally, employers could benefit knowing how best to expend their limited 

dollars on resources that would assist their employees in similar situations. This research 

could make a unique contribution to the field of workplace stress and employee coping. 

Chapter two provides a review of related literature and chapter three discusses the 

methodology that was used to conduct the research. Chapter four presents the results of 

the study and chapter five provides a discussion of the findings. 
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CHAPTER II 

LITERATURE REVIEW 

For 140 million Americans, the workplace environment is as familiar to them as 

their own home (BLS, 2010). The workplace typically provides employees with a sense of 

accomplishment and a source of satisfaction as they perform their assigned 

responsibilities. Most individuals find comfort in their daily routines, knowing what is 

expected of them, and coping with normative workplace stressors. The question is, "How 

do employees handle non-normative stressors? Are white-collar employees prepared to 

deal with a work situation that requires them to respond to an emergency or traumatic 

event in which they never expected to be exposed to? What are their perceptions about 

such an event and what resources do they utilize to cope with such a work assignment?" 

The goal of this research was to understand the experiences of GSA employees, who 

normally perform white-collar services, regarding their involvement in the re

establishment of federal operations after the bombing of the Alfred P. Murrah Federal 

Building and to learn the resources they utilized to cope with their work assignments. 

This chapter presents a review of the literature in five relevant areas: stress, 

workplace stress, family stress theory, terrorism, and the bombing of the Alfred P. 

Murrah Federal Building. In the area of stress, it is important to understand how 

individuals deal with stress. It is also important to understand the impact stress has on 

them in normative and non-normative situations. Literature related to the concept of 

stress is reviewed by examining the literature associated with stress, physiological and 

psychological aspects of stress, PTSD, STSD, and the impact of stress. Aspects of 
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workplace stress is also reviewed as it related to the civilian labor force, workplace stress, 

spillover stress, cost of workplace stress, and terrorism as related to workplace violence. 

The Family Stress Theory is discussed in regards to stress and families, and why 

they differ in their response to stress when confronted with similar experiences. In order 

to understand the impact of a terrorist event on individuals who were not initially 

impacted by the event, but became involved due to the assignment of work, it is helpful 

to understand terrorism, how it is defined, the history of terrorism, international 

terrorism versus domestic terrorism, terrorist statistics for the United States, and the 

future of terrorism. A final review of the literature associated with the bombing of the 

Alfred P. Murrah Federal Building provides information on the bombing itself, as well as 

examines research on individuals directly involved in the bombing. 

Stress 

Like many other fields of research, the concept of stress was explored by many 

different individuals with different perspectives. Some of the earliest studies of stress can 

be traced back to the 1900s and Walter B. Cannon. He studied various aspects of stress 

and its impact on the human body and was credited with the terminology "fight or flight 

response" which is the result of a biochemical change in the human body as it prepared 

to deal with perceived threats (Neylan, 1998). He observed this response studying the 

intense motional stress on the human body and the role adrenaline and noradrenaline 

play in the fight or flight response (Quick & Spielberger, 1994). In addition to identifying 

the brain as the human emotional center, Cannon also devoted a significant amount of 

time researching the sympathetic nervous system and neurochemical transmission of 

nerve impulses (Lescouflair, n.d.). 
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Cannon was also credited with the term "homeostatic," which is a mechanism of 

the human body to maintain its equilibrium during physiological changes (American 

Psychiatric Society, 2000 ). Although Cannon was credited with the term homeostatic 

mechanism, it was Claude Bernard, a French physiologist, in the late 1800s, who taught 

his students that a common characteristic of all living things was their ability to maintain 

the constancy of their internal environment, despite on-going changes in their external 

environment (Selye, 1978). This characteristic was later identified by Cannon as 

homeostasis (Selye, 1978). 

Physiological Aspects of Stress 

One of the most prolific researchers in the area of the physiological aspects of 

stress was Hans Selye, a physician and endocrinologist, whose work was influenced by 

Bernard and Cannon (Neylan, 1998). He was the first to define and measure the 

adaptations that occurred in the human body as a result of stress and was acknowledged 

as "the father of the stress field" (Canadian Institute of Stress, 2007; Neylan, 1998). He 

wrote over 1700 scholarly papers, 39 books, and, at the time of his death in 1982, his 

work had been cited in more than 362,000 scientific papers and other related works on 

the topic (Canadian Institute of Stress, 2007). 

Selye's first paper, "A Syndrome Produced by Diverse Nocuous Agents," was 

published in the British journal Nature, on July 4, 1936 (Selye, 1978). He noted that 

stressors produced nonspecific responses that caused various structural and chemical 

changes in the body; some changes produced damage to the body, while others helped it 

to adapt. He identified an organism's total changes to stress as the general adaptive 

syndrome (G.A.S.) which involved three stages (Selye, 1978). 
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The three stages of G.A.S. included: (1) the alarm reaction, (2) the stage of 

resistance, and (3) the stage of exhaustion (Selye, 1978). During the alarm reaction stage, 

the body begins to mobilize by producing adrenaline which initiates the fight or flight 

response. During the resistance stage, the body's adaptive response is to cope with the 

stress or by confining its reaction to the smallest area capable of handling the situation. 

This local adaptation syndrome (L.A.S.) consisted of inflammation, and degeneration, 

and resulted in cell group death in the specific area. Exhaustion, the final stage, occurred 

when the localized area was exhausted due to the wear and tear produced by the 

situation; the reaction alarm occurred again, but in neighboring areas, in an effort to 

again handle the situation. 

Selye (1978) recognized that the general adaptive syndrome and the local 

adaptation syndrome were interdependent. The L.A.S., once exhausted, produced 

general stress and the potential release of corticoids, hormones which regulated 

inflammation, in organs far away from the specific area of injury. Conversely, the G.A.S. 

might result in the release of corticoids throughout the body, causing local areas to help 

fight off the generalized stress (Selye, 1978). 

Selye (1978) noted that when the body exhausted itself, maladaptation, the 

inadequacy of our reactions to deal with the stressor, occurred. Maladaptation could 

result in the development of diseases. Selye (1978) identified a broad range of physical 

symptoms, from mild to severe which could occur in the body. These included 

headaches, upset stomach, insomnia, high blood pressure, gastric ulcers, allergic 

reactions, rheumatic pain, cancer, and cardiovascular disease. Selye_ (1978) also 

identified common psychological responses such as aggression, irritability, 

apprehension, apathy, stunned immobility, and depression, as symptoms of catastrophes 
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and disasters, such as bombings, floods, tornadoes, earthquakes, combat, or extreme 

emotional traumas after accidents. Physiologically, persistent stress had the potential to 

produce chronic illness by weakening the immune system and impairing other 

physiological systems within the body (Selye, 1978). 

Selye (1978) identified three elements of stress: (1) the stressor or initial agent, 

whether physical or emotional, (2) the defensive measures, such as the hormones and 

nervous stimuli that occurred during L.A.S. and G.A.S. to overcome the effects of the 

stressor and (3) the surrender mechanism, which involved hormones and nervous 

stimuli, in which the body did not defend itself; this potentially led to health problems or 

disease. 

Initially, the word "stress" was typically associated with meaning nervous strain, 

and not generally used to describe an organism's response to a noxious agent. Selye 

(1978) often used the term biologic stress in early discussions regarding his research. It 

was not until years later that Selye (1978) defined stress as "the non-specific response of 

the body to any demand placed upon it as well as efforts to cope with the wear and tear 

in the body caused by life at any one time" (p. 398). He also introduced the word 

stressor to represent the causative agent or perceived threat of an organism's re~ponse 

and stress as the resulting condition or reaction of the organism. 

Stress produced both positive and negative results. For example, stress helped 

people achieve their goals, but it also caused them physical illness or emotional distress 

(Colligan & Higgins, 2005). Selye (1978) argued that stress was not necessarily bad, nor 

was it something that could or should, be avoided. One's reaction to_ stress could have 

both good and bad effects, and everyone was always under some degree of stress; it was 

the common element of all adaptive reactions in the body (Selye, 1978). Selye 
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differentiated between distress and eustress. He defined distress as an organism's 

inability to cope or adapt to persistent stress, eventually leading to depression or disease. 

Eustress, on the other hand, could enhance the mental or physical functioning of the 

organism when responding to a stressor. 

Selye (1978) believed that most stressors were emotional, especially those that 

caused distress (i.e., feelings of hate, revenge, love, and gratitude, fear of censure, and 

the need for approval). Selye (1978) believed that although, physical demands placed 

stress upon the body's tissues, they did not occur on a daily basis. However, emotional 

stressors did occur daily, and they were endured based on the manner in which 

individuals ' perceived events, not by what was actually happening. Selye (1978) proposed 

that what determined whether a stressor produced distress or eustress were the 

following: differences between the experience (imagined or real), personal expectations, 

and the resources to cope with the stressor. 

Selye (1978) concluded his research on stress with three observations: (1) despite 

the differing aggressive stressors encountered, our bodies use the same adaptive defense 

mechanism to handle them, (2) the defense mechanism could be examined, and the 

various physical and chemical reactions could be identified, and (3) knowledge of the 

process would help researchers identify new ways to strengthen our body's ability to 

handle stress, thus enabling our bodies to fight disease. 

Psychological Aspects of Stress 

Another recognized stress researcher was Richard Stanley Lazarus, who focused 

on the psychological aspects of stress and coping. He wrote more than 20 books, over 

150 research articles, and was affectionately referred to as the "grand old man" of stress 

and coping in the field of psychology (Ekman & Campos, 2003). When Lazarus first 
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started his research, the predominant area of interest for the psychological aspects of 

stress was limited to military combat. Little interest was given to how individuals 

evaluated stress in their lives with respect to how it impacted their overall well-being, a 

central premise of Lazarus's approach to stress (Ekman & Campos, 2003). 

In the late 1950s, Lazarus organized the Berkeley Stress and Coping Project 

which utilized a laboratory setting to subjectively and psycho-physiologically measure 

the responses of individuals as they watched films (Ekman & Campos, 2003). The results 

of this project, along with his monograph, Psychological Stress and the Coping Process, 

written in 1966, and the works of other academic researchers, shifted the focus of stress 

from the arena of military combat to home, work, school, relationships, and families, 

thus giving recognition to the concept that how people appraised a stressful event 

influenced how they would react to it (Ekman & Campos, 2003). 

Lazarus's focus was two-fold. In order to understand how an individual appraised 

an event and his or her related stress, emotions, and coping mechanisms, there is the 

need to comprehend not only what occurred in the individual's relationships within a 

particular environment, but also know how the individual perceived various life events 

and what they desired to happen. This perspective became a principle aspect of the 

cognitive-behavior therapy in the field of psychology in the 1970s (Ekman & Campos, 

2003). 

Lazarus also studied various reciprocal and interrelated aspects of stress. For 

example, he studied the interconnection between coping and stress and the resulting 

impact on one's emotional, physical, and social well-being. He believed that stress could 

usually be controlled as long as the coping was effective. However, as soon as the c0ping 
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became ineffective, the stress would get out of control and lead to distress, impaired 

functioning, physiological strife, etc. (Ekman & Campos, 2003). 

Lazarus also focused on the reciprocal relationship between major life events and 

daily hassles such that major life events could produce daily hassles and daily hassles 

could result in major life events (Lazarus & DeLongis, 1983). He also believed stress and 

emotions were intertwined. He thought that more clinical information about how 

individuals struggled to adapt to the conditions of living could be obtained if researchers 

would focus on emotions and the relational themes associated with them and stop 

looking at stress in a vacuum. 

During the 1960s, academic psychologists sought to quantify stressor events in 

life and developed a "scoring system" of various life events, ranging from low (minimum 

stress reaction) to high (Lazarus & DeLongis, 1983). Research focused on identifying 

links between stress and disease. In the late 1970s, stress became a focus of interest not 

only for researchers, but also the general public. By the 1990s, "stress" had become an 

integral aspect of life for all individuals. Identifying stressor events in the workplace, 

home, etc., became the primary focus, as well as learning the related techniques for 

managing stress. 

The word stress was now commonly used to cover a range of events from mild 

frustration to severe health problems. The most severe form of stress is PTSD which is 

typically associated with soldiers, emergency personnel, and police officers. PTSD is an 

emotional reaction to extreme psychological trauma that can develop after exposure to 

one or more terrifying events that threatened or caused physical harm (Figley, 1995). 

More recent research has focused on STSD. STSD involves an emotional reaction to 

extreme psychological trauma that can develop after working or helping others who had 
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been directly exposed to one or more terrifying events that threatened or caused physical 

harm (Figley, 1995). STSD is often seen in mental health counselors and hospital 

workers. 

Posttraumatic Stress Disorder 

Selye (1978) discussed that a certain amount of stress was needed for optimal 

functioning. However, an individual's body could become overwhelmed with excessive 

stress, which could lead to distress, disease, and eventually maladaptation. Selye (1978) 

identified some common psychological responses to stress which included irritability, 

apprehensive avoidance, and apathy, and he also identified some extreme responses as 

well. These included stunned immobility, dissociation, catastrophic thinking, startled 

response, and social withdrawal. 

The extreme symptoms were often associated with catastrophes and disasters 

such as bombings, floods, tornadoes, earthquakes, combat, or extreme emotional 

traumas after accidents. Descriptions of these posttraumatic symptoms date back years. 

The concept of PTSD evolved from the work of both researchers and mental health 

professionals. It was not until 1980 however, that these symptoms were officially 

recognized as PTSD in the Third Edition of the Diagnostic and Statistical Manual ·of 

Mental Disorders, DSM-III, (American Psychiatric Association, 2000). With the formal 

recognition of PTSD as a psychiatric disorder, individuals who experienced it were being 

diagnosed and treated. 

PTSD is classified as an anxiety disorder with three coexisting groupings of 

symptoms: avoidance, re-experiencing, and increased arousal. A diagnosis of PTSD must 

meet all six criteria: (a) exposure to a traumatic event, (b) the event is re-experienced, 

(c) the stimuli associated with the trauma are avoided, (d) increased and persistent 
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arousal, (e) symptoms last longer than one month, and (f) disturbance causes impaired 

function in one or more areas of the individual's life (American Psychiatric Association, 

2000). 

DSM-IV Criterion A1, later recognized PTSD as the development of characteristic 

symptoms following direct personal experience of an event, witnessing a traumatic 

event, or learning about a traumatic event that was experienced by a family member or a 

close associate (Figley, 1995). 

Physiological and psychological effects of traumatic events can worsen and last 

for years. Shariat et al. (1999) conducted a follow-up study three years after the 

Oklahoma City bombing and found that one-third of survivors reported either a 

worsening of pre-existing medical conditions, or a new diagnosis of depression, anxiety, 

or audiologic changes. 

Secondary Traumatic Stress and Compassion Fatigue 

Numerous concepts described stress as it was related to individuals who were not 

directly involved in a traumatic stressor event, but were some how related to the event. 

These concepts included vicarious traumatization (VT), secondary trauma, compassion 

fatigue, and burnout. McCann and Pearlman (1990) introduced the term vicario~s 

trauma to describe the symptoms experienced by therapists as a result of working with 

victims of trauma. 

Pearlman and Saakvitne (1995) further defined VT as the transference of 

therapists ' clients' stories and experiences to themselves as they engaged in empathic 

listening and other therapeutic techniques. The concept of VT focuse_d on the 

transmission modes from client to therapist by listening to descriptions of cruel acts of 

violence or witnessing the clients' suffering as a result of the traumatic event (Pearlman 
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& Saakvitne, 1995). A therapist's strong emotional and physical responses to the 

experiences shared by his or her clients resulted in a common transmission mode known 

as countertransference. In essence, the therapist's reactions and responses brought 

about countertransference due to identifying with the problems, experiences, and 

emotions of the person he or she was treating. 

STSD also known as secondary traumatic stress (STS), and sometimes referred to 

as compassion fatigue (CF) was a concept very similar to vr. Symptoms of STSD can be 

similar to PTSD, except they result from an indirect exposure to a traumatic event 

(Figley, 1995). Figley defined STS as "the natural consequent behaviors and emotions 

resulting from knowing about a traumatizing event experienced by a significant other-

the stress resulting from helping or wanting to help a traumatized or suffering person" 

(Figley, 1995, p. 7). 

Figley (1995) suggested that PTSD could in fact stand for primary traumatic 

st ress disorder since it more accurately described the fact that the individual was the one 

who experienced the primary effect of the trauma as opposed to "post." (Figley (1995) 

argued that one's symptoms to a traumatic stressor event would occur "post" event. 

Some of the symptoms of STSD included recalling or d reaming of the event; avoiding the 

event by avoiding thoughts, feelings, situations or activities associated with the event; 

having difficulty sleeping or falling asleep; and having difficulty concentrating or having 

an exaggerated startling response (Figley, 1995). 

In the arena of therapy and counseling, STS, like vr, often occurred via 

countertransference. Typically, professionals viewed countertransference as a negative 

aspect of therapy and encouraged therapists to eliminate or prevent it from occurring. 

Figley (1995) on the other hand viewed STS as a natural response of individuals caring 
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for each other (Figley, 1995). Stamm (2002) found there were also positive feelings 

associated with helping others. He identified this concept as compassion satisfaction and 

defined it as the satisfaction an individual received through the process of helping others 

in a traumatic situation. This concept of compassion satisfaction was reflected in 

discussions with some of participants as they shared the rewarding aspects of their 

experiences. 

Impact of Stress 

In a 2006 Gallup Poll telephone interview of 1,010 American adults on the topic 

of stress, Carroll (2007) reported the following findings: 

• 44% of adults, ages 18-29, experience stress frequently, 

• 46% of adults, ages 30-49, experience stress frequently, 

• 45% of adults with children experience stress frequently, 

• 41 % of adults without children experience stress frequently, 

• 40% of women experience stress frequently, and 

• 35% of men experience stress frequently. 

Gallup's findings indicated that a _large percentage of American adults ages 18-49 

frequently experienced stress in their lives, regardless·.of their sex, whether they worked 

inside or outside the home, and whether or not they had children. 

Between August 30, 2007, and September 11, 2007, over 1,848 adults were 

surveyed online by the Harris Interactive in a national stress survey sponsored by the 

APA (2008). The research focus of the survey sought to measure Americans' perceptions 

and attitudes regarding stress, identify primary sources of stress, identify behaviors used 

to manage stress, and discover the impact stress has on individuals (APA, 2008). 
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Results indicated that stress levels have increased over the last five years and 

continue to affect health, work productivity, and relationships. AP A (2008) found that 

for 75% of Americans, the two primary sources of stress were work and money. In the 

area of work, 35% indicated that their jobs interfered with their personal time, and 31% 

reported difficulty handling family and work obligations (APA, 2008). Relationships also 

suffered, with 54% reporting interpersonal conflicts due to stress, 25% reporting having 

been estranged from family or friends,~ and 8% identifying stress as the cause of their 

separation or divorce (APA, 2008). 

When asked, approximately 75% of Americans identified either psychological or 

physiological symptoms related to stress. Psychological symptoms included: feelings of 

anger or irritability, 50%, reduced energy levels, 45%, nervousness, 45%, and increased 

likelihood of crying, 35% (APA, 2008). Symptoms of physiological problems included: 

fatigue, 51%,-headaches, 44%, upset stomach, 34%,-muscle tension, 30%, change in 

appetite, 23%,teeth grinding, 17%, change in sex drive, 15%, and dizziness, 13% (APA, 

2008). 

Insomnia, related to stress was reported by 48% of Americans (APA, 2008). 

According to Miller and Smith (2006), 75-90% of all doctor visits were for stress-related 

symptoms or concerns, and 43% were actually some type of health aliment associated 

with stress. Additionally, the six leading causes of death for adults (heart disease, cancer, 

lung ailments, accidents, cirrhosis of the liver, and suicide) have all been linked to stress 

(Miller & Smith, 2006). 

Stress-related health problems are typically compounded whe_n inappropriate 

behaviors are used to manage stress. Lack of exercise, food-related problems, and 

increased use of alcohol and cigarettes are three areas commonly mentioned as 
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behaviors used to manage stress. Example of behaviors associated with lack of exercise 

included: watching TV for two or more hours, Internet surfing and computer usage, or 

playing video games (APA, 2008). Food-related behaviors used to manage stress 

included: overeating or unhealthy eating, and skipping meals (AP A, 2008). Individuals 

who smoked or drank reported increases in those behaviors during times of stress (AP A, 

2008). Americans identified numerous healthy behaviors to manage stress such as 

listening to music, reading, walking or exercising, spending time with friends and family, 

and praying (AP A, 2008). 

Workplace Stress 

The Civilian Labor Force 

Of the 305 million Americans, the BLS reported that 234 million were classified 

as the civilian non-institutionalized population (BLS, 2010). BLS defined the civilian 

non-institutionalized population as those individuals who do not reside in institutions 

such as mental hospitals, nursing homes, juvenile correctional facilities, jails, and 

prisons. Of the 234 million civilian non-institutionalized populations, there were 140 

million who constituted the civilian labor force (BLS, 2010). This labor force consisted of 

individuals who were sixteen years and older, not in institutions (mental hospital~ or 

prisons) , not in the military, and were either employed or actively seeking employment. 

In January 2009, 140 million Americans were employed which was approximately 60% 

of the civilian non-institutionalized population (BLS, 2010 ). 

Of those employed, 44 million were married men, 35 million were married 

women, and 8.7 million were women who took care of the family (BLS, 2010). Of those 

employed 81% worked full-time, 35 hours or more per week, and 19% worked part-time, 

less than 35 hours per week (BLS, 2010). 
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The BLS's "Charting the U.S. Labor Market in 2006," (2007) provided additional 

statistics regarding the American labor force: 

• In 2006, the employment-population ratio for men was 72% and 58% for women. 

• In 2006, the proportion of families taken care of by women was 19%, up 8% from 

1970. The proportion of families taken care of by men was 7%, up 5% from 1970. 

• In 2005, 57% of families had both the wife and husband employed in the 

workforce, compared to 46% in 1970. 

• In 2006, 71% of mothers with children less than 18 years of age worked, up24% 

from 1975. 

• In 2006, working individuals, ages 25 to 54, with children at home spent about 

34% of their time at work (8.2 hours per day, Monday-Friday) and spent 32% of 

their time sleeping (7.6 hours per day, Monday - Friday). The remaining 44% of 

their time was spent on family and household activities. (BLS, 2007). 

Today's workplace environment offers individuals numerous opportunities and 

experiences. Some of these include interacting with a wide variety of individuals from 

different cultures and backgrounds, assuming challenging assignments and job 

responsibilities, being offered a sense of accomplishm'ent and personal growth, and 

providing a source of stress. Workplace stress is an out growth of the psychological 

construct of stress and is defined in numerous ways, has a variety of sources, produces 

an array of responses and symptoms in employees, and experienced by the majority of 

employees in the workplace. 



Stress in the Workplace 

Colligan and Higgins (2005) defined workplace stress as a change in an 

employee's physical or mental state as she or he responded to a perceived challenge or 

threat to her or him. Sauter et al. (1999) provided the following definition, 

"Job stress can be defined as the harmful physical and emotional responses that 

occur when the requirements of the job do not match the capabilities, resources, 

or needs of the worker. Job stress can lead to poor health and even injury" 

(p. 6). 

Researchers identified a variety of sources producing workplace stress. Robinson 

and Griffiths (2005) identified perceived unfairness, interpersonal conflict, perceived 

loss, increased workload, and ambiguity /uncertainty as sources producing workplace 

stress. Organizational changes, economic problems, work interpersonal problems, 

possible loss of job, worries about family, relatives, and personal illness were stressors 

identified by Hutri and Lindeman (2002). Sauter et al. (1999) proposed that normative 

workplace stressors typically fell into one of six categories: relationships, career goals, 

environmental setting, management methods, role and responsibilities, and work task 

designs. Other sources of workplace stress included uncertain job expectations and a 

constantly changing work environment (Ornelas & Kleiner, 2003). Reuters Limited 

(2006) reported that the results of their random sampling of 1,000 employees indicated 

that increases in technological changes in organizations, as well as increases in workload 

due to downsizing, contributed to workplace stress. Employees typically experienced less 

stress in the workplace when their environment was stable and routine (Henry, 2005). A 

help center run by AP A, reported that when rumors of downsizing spread throughout an 

organization, workplace injuries and accidents tend to increase. 
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Workplace stress produced a variety of symptoms such as burnout, negative 

attitudes, elevated cholesterol, high blood pressure, and heart attacks (AP A, n.d.). In a 

2004 survey conducted by the AP A, 62% of Americans indicated that their stress levels 

were impacted by work, and 45% of employees indicated that job insecurity affected their 

workplace stress level. The Institute of Management Accountants surveyed 273 of its 

members regarding workplace stress and reported that when stress increased in the 

workplace, negative outcomes such as absenteeism and job turnover increased while job 

satisfaction decreased (Gavin & Dileepan, 2002). The NIOSH (2008) found that 

workplace stressors, such as demand, increased work responsibilities, and conflict in the 

workplace, could impact an employee's safety or health. 

Economists for the BLS's Office of Safety, Health and Working Conditions, 

identified 3,418 cases of occupational stress in 1997 (Webster & Bergman, 1999). BLS 

defined occupational stress as "neurotic reaction to stress" (Webster & Bergman, 1999, 

p. 1). In all of these cases, the workplace stress experienced was severe enough to 

produce a situation that ended with the employee requiring time away from work. 

Webster and Bergman (1999) compared the median absence from work (23 days) to the 

median absence for all nonfatal occupational illnesses.and injuries and found that_ the 

median absence from.work was more than four times greater. Additionally, of the 3,418 

cases, 40% resulted in 31 days or more away from work (Webster & Bergman, 1999). 

The NIOSH's "Worker Health Chartbook 2004" provided information on 

occupational illnesses and conditions such as stress, anxiety, and neurotic disorders in 

the workplace. The publication was a result of data compiled from the_ following sources: 

Census of Fatal Occupational Injuries, a Survey of Occupational Injuries and Illnesses, 



the Bureau of Labor Statistics, a Sentinel Event Notification System for Occupational 

Risks, and the Centers for Disease Control and Prevention (NIOSH, 2004). 

Sauter et al. (1999) was commissioned by NIOSH to study workplace stress and 

evaluate the results of previously conducted studies. The results highlighted the 

following findings: Yale University's study indicated that 29% of workers felt quite a bit 

or extremely stressed at work, Families and Work Institute reported that 26% of workers 

experienced burnout or workplace stress, and Northwestern National Life found that 

40% of workers indicated that their jobs were very or extremely stressful (Sauter et al., 

1999). 

Spillover Stress 

Theories such as spillover stated that the stresses and resulting problems or 

symptoms associated with one environment, workplace or home, (i.e., fatigue, anger, 

frustration, alcoholism, drug abuse, divorce, mandatory overtime, travel, etc.), would 

spillover into the opposing environment, producing positive or negative effects (Crouter, 

1984; Staines, 1980). 

Specifically, researchers found that work-family conflict could take two forms. 

Work-to-family conflict occurred when individuals perceived work as interfering with 

family, while family-to-work conflict occurred-when they perceived family as interfering 

with work (Crouter, 1984; Staines, 1980). Other researchers found that the conflict over 

differing work-family values also increased various health symptoms in workers 

(Hammer et al., 2004). 

Family-to-work spillover could occur after an employee had a fight with his or her 

spouse before leaving for work. Later at work, when the employee attends a meeting with 

other colleagues, he or she may take out his or her frustration on unsuspecting team 
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members. Spillover stress could also occur in the other direction, i.e., work-to-family 

conflict. An example of this is when an employee has been assigned an important work 

project that requires extensive overtime and the success of that project has future 

financial implications. The stress associated with the project, as well as the long hours at 

work, spills over into the employee's personal life. The employee arrives home after the 

children are in bed, and the spouse is frustrated because, although married, she or he 

feels like a single parent, not a married parent. 

Spillover stress could impact both an individual's overall well-being and a 

business's workplace productivity. Farrell and Geist-Martin (2005) found that when an 

employee was suffering from workplace stress, whether psychologically, physically or 

spiritually, the individuals who were part of the employee's social network suffered too. 

For example, workplace stress increased the likelihood of hostile words or actions 

between colleagues or family members (Farrell & Geist-Martin, 2005). 

The literature indicated that normative stresses associated with either the 

workplace or the home tend to spillover into the other environment further complicating 

family and work situations. Some examples related to work-to-family complications 

include marriage conflict, feelings of disconnect from family, depression, and decr~ased 

quality of life. Examples of family-to-work conflict include decrease in job satisfaction, 

increase in absenteeism, and reduced bottom-line profit loss due to overall decrease in 

worker productivity. 

Cost of Workplace Stress 

Marino (1997) estimated nationally workplace stress costs over a billion dollars in 

medical related expenses. According to the Journal of Occupational and Environmental 

Health, health care costs were about 50% higher for workers who reported having high 
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levels of workplace stress (Gillentine, 2006). Other costs included court costs, settlement 

awards, and worker compensation claims for disabilities or nervous breakdowns related 

to workplace stress (Brandon & Inman, 1992; Miller & Fuller, 2006; Stempel, 2001). 

Organizational productivity was also impacted by workplace stress. For example, BLS 

(1999) found that of the 3,418 occupational stress cases in 1997, 44% of employees 

missed more than 31 days of work due to "neurotic reaction to stress." 

Terrorism and Workplace Violence 

The terrorist attacks against the Alfred P. Murrah Federal Building and those on 

September 11, 2001, are vivid reminders that Americans' workplaces are vulnerable to 

extreme acts of violence. These terrorist acts surpassed prior instances of workplace 

violence due to their resulting destruction and mass casualties. Acts of terrorism 

changed the context in how the world viewed workplace violence. 

Previously, workplace violence typically involved violent behavior of a 

disgruntled customer, an employee, a stalker, or an employee's spouse or partner. The 

NIOSH (1996) evaluated workplace statistics and identified business elements that 

placed employees at risk for workplace violence. Those most at risk were employees of 

businesses who dealt with money exchange, in~eracted.with the general public, del~vered 

products or services, p'rovided services for unstable populations, i.e., prisons, mental 

health facilities, etc.,-provided services either before or after "nine to five," secured 

valuable possessions or property, and worked in high-crime areas (NIOSH, 1996). 

Due to changes in the workplace environment, NCAVC (2004) classified 

workplace violence into four broad categories: 
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• Type 1: Occurrence of a violent criminal act in which there was no connection 

between the violent act and the workplace where it occurred; acts of terrorism 

would fall in this category. 

• Type 2: An occurrence of violence that was directed towards an employee 

perpetrated by an individual who received services from the organization such as 

a client, customer, patient, inmate, student, etc. 

• Type 3: An occurrence of violence between coworkers, including any combination 

of current or former employees at any hierarchical level, i.e., employee, 

supervisor, manager, etc. 

• Type 4: An occurrence of violence against an individual who did not work for the 

organization, but had some type of relationship with an employee; domestic 

violence would fall into this category (NCAVC, 2004). 

One of the most important assets of an organization is its human capital. 

Annually, organizations spend millions of dollars to attract, retain, train, and develop its 

human assets. Organizations also recognize the need to assist in helping their employees 

manage the normal stress and strain of the workplace. Most white-collar workers are 

typically exposed to normative stressors on a regular basis in the workplace. 

Unfortunately, the 21st century serves as an equal opportunity employer, exposing more 

and more white-collar workers to traumatic events. 

Stress Response in Individuals 

When confronted by stressor events, individuals respond differently from one 

another. Some individuals are able to be exposed to a traumatic event and remain 

relatively unharmed. Others are unable to cope with a traumatic event and develop a· 
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variety of symptoms resulting in PTSD. The question among researcher is, "Why do 

individuals encountering the same traumatic event react differently?" 

Researchers have conducted various studies to determine if there a relationship 

between individuals who have occupations that increase their risk to traumatic events 

such as medical and military personnel, emergency workers, and police and 

psychological characteristics such as resilience and hardiness (McN ally, Bryant, & 

Ehelers, 2003; North et al., 2002). North et al. (2002) found that the rate of PTSD was 

lower among the 176 male firefighters (13%) than among the 88 male victims (23%) in 

the Oklahoma City bombing. North et al. (2002) theorized that firefighters may have 

increased resiliency or hardiness due to prior involvement in traumatic events as well as 

occupational training to prepare for such events. 

Awareness and understanding of the various factors which have the potential to 

buffer or protect individuals from the risks of PTSD are critical especially for individuals 

exposed to traumatic events due to their occupations and for individuals who may 

inadvertently become involved in traumatic events. 

Terrorism as a Traumatic Stressor 

Terrorists' acts produce harm, are maliciously planned to create fear, perpetrated 

on innocent individuals, designed to generate publicity, and produce a sense of 

uncertainty about future events (Garrison, 1998). When viewed from a clinical 

perspective, a terrorist's act could be viewed as a traumatic event which is generally 

associated with PTSD. The disorder, PTSD, is categorized as an anxiety disorder in the 

Diagnostic and Statistical Manual of Mental Disorders IV, Text Revision (American 

Psychiatric Association, 2000 ). Criteria include the following: 

Criterion A: Exposure to a traumatic event. 
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Criterion B: Persistent re-experience (e.g. flashbacks, nightmares). 

Criterion C: Persistent avoidance of stimuli associated with the trauma (e.g., 

inability to talk about things related to the experience, avoidance of things and 

discussions that trigger flashbacks and re-experiencing symptoms fear of losing 

control). 

Criterion D: Persistent symptoms of increased arousal ( e.g., difficulty falling or 

staying asleep, anger and hypervigilance). 

Criterion E: Duration of symptoms more than 1 month. 

Criterion F: Significant impairment in social, occupational, or other important 

areas of functioning (American Psychiatric Association, 2000 ). 

Criterion A (the traumatic event) consists of two parts; both must apply for a 

diagnosis of PTSD. The first (A1) requires that "the person experienced, witnessed, or 

was confronted with an event or events that involved actual or threatened death or 

serious injury, or a threat to the physical integrity of self or others." 

The second (A2) requires that "the person's response involved intense fear, 

helplessness, or horror." The DSM-IV-TR criterion differs substantially from the 

previous DSM-III-R stressor criterion, which specified ·the traumatic event should be of a 

type that would cause ''significant symptoms of distress in almost anyone," and that the 

event was "outside the range of usual human experience" (American Psychiatric 

Association, 2000 ). 

In addition, the criteria for PTSD no longer requires the direct personal 

experience, but also recognizes the trauma that is associated with witnessing a traumatic 

event, or learning about a traumatic event experienced by a family member or a close. 

associate (Figley, 1995). Pfefferbaum et al. (1999) found that exposure to the Oklahoma 
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City bombing via TV viewing contributed to the traumatization of research subjects who 

were studied in the aftermath. 

Given the criterion, PTSD typically follows a traumatic event which produces 

intense fear or helplessness in individuals. In most cases, the symptoms develop shortly 

after the event. However, it is not unusual for them to gradually develop over years 

(American Psychiatric Association, 2000). 

Family Stress Theory 

For decades, researchers have questioned and studied why families have differed 

when confronted with similar experiences. Some of the earliest theorists conducting 

research in the 1930s and 1940s were Angell, Komarovsky, Cavan, Ranck, and Koos 

(Boss, 2002; Hill, 1949; Ingoldsby, Smith, & Miller, 2004). Many of them sought to 

discover how families dealt with the loss of household income and the impact of stress 

associated with unemployment. In the 1930s, Angell (as cited in Boss, 2002) discussed 

families as a "closed system" and discovered that how they reacted to loss of income 

during the depression was based on integration (family unity and economic 

interdependence) and adaptation (i.e., flexibility in discussing and solving problems), 

(Boss, 2002; Hill, 1949; Ingoldsby, Smith, & Miller, 2004). Angell (as cited in Boss, 

2002) believed that adaptability was the greater influencer in whether or not families 

could withstand a crisis. 

Cavan's and Ranck's depression era research in the late 1930s {as cited in Boss, 

2002; Hill, 1949; Ingoldsby, Smith, & Miller, 2004) found that families who were 

organized and cohesive prior to the depression were better able to deal _with the 

economic losses. It also helped if they had prior success in dealing with a crisis event. • 
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Families who were disorganized prior to the loss of income and had no prior success in 

dealing with a crisis event faced additional breakdown of their family group. 

Koos (as cited in Hill, 1949; 1958) conducted two different longitudinal studies, 

one involving low-income families and the other involving middle-income families. He 

found the low-income families when faced with on-going hardships were unable to 

handle a crisis, tended to be demoralized, and more vulnerable to future crisis. In his 

studies with middle-income families, he found more conflict resulting in crisis when 

family members had differing ideas regarding the roles they should play within the 

family (Hill, 1949, 1958). 

ABC-X Model of Family Stress 

These researchers and others continued studying the impact of economic loss on 

families, the strains and changes in family relationships as well as the long-term impact 

of crisis on the family during the 1940s and 1950s. During this time period, one of the 

most well-known theorists, Ruben Hill, conducted research on families and stress. His 

work was based on research initiated in October 1945, of 135 Iowa families regarding the 

impact of family adjustments made prior to the husband's/father's departure for military 

service during World War II and the family re-adjustments made after his return (Bill, 

1949). 

He found that the specific adjustments varied from family to family and from 

crisis to crisis. However, a common pattern occurred as families faced crises and it 

replicated what he defined as a roller coaster (Hill, 1949, 1958). He called the process a 

"roller-coaster profile of adjustment" to crisis and identified four stages that families 

went through, crisis - disorganization - recovery- reorganization (Hill, 1949). 



Family 
Functioning 
Prior to Event 

Crisis 

+ 
t 

Event 

Period of 
Disorganization 

Angle of 
Recovery 

Level of Reorganization 

Reorganization - Better 

Reorganization - Same 

___ Reorganization - Worse 

Figure 1. Roller-Coaster Model of Adjustment (Hill, 1949, p. 14) 

Hill (1949) identified the actions associated with the four stages to include: 

• Crisis - occurred after a stress-provoking event sent the family into crisis, i.e., 

birth, death, job loss, separation, etc. 

• Disorganization - an attempt by the family to deal or cope with the event. 

However, during this time the family is not able to manage or solve their 

problems and past behaviors are no longer effective. Eventually the family begins 

to reorganize and enters into a period of recovery. 

• Recovery - this stage occurred when the family implemented effective strategies 

for coping with the event. This phase ended with a new level of organization for 

the family. 

• Reorganization - the point in time when the event is incorporated into the 

family's life. Hill (1949) discovered that adjustments could result in a level of 

reorganization that was better, worse, or the same than before the onset of the 

event. 
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Hill also identified eight factors that could assist the family in positively adjusting to 

a crisis. These included: 

Family adaptability, family integration, affectional relations among family 
members, good marital adjustment of husband and wife, companionable 
parent-child relationships, family council type of control in decision
making, social participation of wife, and previous successful experience 
with crisis (Hill, 1949, pp. 325-328 and Hill, 1958 p. 148). 

Hill's roller-coaster model of adjustment to crisis was the predecessor to his ABC

X model of family stress which he presented to a group of social workers in 1958 (Boss, 

1988). His theory has remained virtually unchanged since he developed it from his early 

research on how families attempted to adjust to the crisis caused by separation and 

reunion during wartime. The model consisted of four factors: A, the stressor or the crisis

provoking event, interacting with B, the family's crisis-meeting resources, interacting 

with C, the definition the family makes of the event, produced X, the crisis (Hill, 1958, 

p. 141). Factor A, the event, and its accompanying hardships are external to the family 

(Hill, 1958). Factors B, the family's resources, and C, the family's definition of the event, 

are internal to the family and should be viewed in relationship to the family's values and 

structure (Hill, 1958). 

Hill (1949, 1958) furthered defined factor A, the-stressor event, as neither 

positive nor negative since the event is neutral prior to the family defining it. The event is 

a distinct life event and can be normative or non-normative and typically has hardships 

that accompanied it. Hill (1958) defined the associated hardships as difficulties which 

demanded not only the family's attention but the family's skills and abilities that may 

have been immobilized because of the event (Hill, 1958). Additionally, Hill (1958) 

classified stressor events into three groups, (1) by source, (2) by effect, and (3) by type, 



The source of stressor events referred to whether the stressor was internal to the 

family, intra-family, or external to the family, extra-family (Hill, 1958). Events external 

to the family included war, economic downturns, and tornados. Internal events included 

drug addiction, infidelity, and learning disabilities. Hill (1958) indicated that internal 

events could be more stressful because they often involved interpersonal relations and 

role strain (Hill, 1958), 

Stressor events classified by their effect on the family structure included 

dismemberment or loss of a family member such as death, hospitalization, etc.; 

accession or the addition of a family member such as a unplanned pregnancy, 

stepparent, etc.; demoralization or loss of family unity or morale and included issues 

such as alcoholism, infidelity, chronic illness, etc.; or a combination of the three such as 

divorce, suicide, runaway, etc., (Hill, 1958). 

The third classification of a stressor event was the type of impact the event had on 

the family which was further subdivided into change in family status and conflict over 

family roles (Hill, 1958). Changes in family status included family.economic change such 

as poverty or wealth, and conflict over family roles included care-giving or household 

responsibilities. The classification of stressor events has often helped researchers in.their 

investigations of families and stress. 

Hill's (1949, 1958) B factor, crisis-meeting resources, were defined as resources in 

family organization which the family has to meet the event. Hill (1958) used two 

concepts identified by Angell, family integration and family adaptability, to define family 

organization. Using Angell's concepts, Hill (1958, p. 144) defined family integration as 

"the bonds of coherence and unity running through family life, of which common 

interests, affection, and economic interdependence were the most prominent bonds." 

49 



Family adaptability was defined as the family's ability to meet challenges and 

shift direction as needed. Their absence or presence had the potential to push the family 

into crisis or keep the family from crisis. Hill (1958) defined resources that assisted 

families in being crisis-proof as attributes of family organization and included 

satisfaction within the family achieved via successfully meeting the emotional and 

physical needs of it members, agreement in its role structure, agreement of family goals , 

and personal ambitions which were secondary to the family's goals. In other words 

families adequately organized tended to be crisis-proof, those inadequately organized, 

i.e., poor interpersonal relationships, unrealized aspirations, economic pressures, 

conflicting family roles, etc., were more crisis-prone (Hill, 1958). 

Hill also developed and tested ten items involving family adequacy in 

relationship to family adaptability (flexibility) and integration (coherence). These ten 

items which he labeled as family resources were based on findings from studies 

conducted by Angell, Cavan and Ranck, Komarovsky, and Koos (as cited in Boss, 1988, 

2002; Hill, 1949, 1958). The ten factors included: 

1. Previous success in meeting family crisis. 

2. N onmaterialistic goals predominate. 

3. Flexibility and willingness to shift traditional roles of husband and wife 

for father and mother, if necessary. 

4. Acceptance of responsibility by all family members in performing family 

duties. 

5. Willingness to sacrifice personal interest to attain family objectives. 

6. Pride in the family tree and ancestral traditions. 

7. The presence of strong patterns of emotional interdependence and unity. 
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8. High participation as a family in joint activities. 

9. The presence of egalitarian patterns of family control and decision 

making. 

10. Strong affectional ties between father and mother, father and children, 

mother and children, and children and children (Hill, 1949, pp. 17-18). 

Hill (1949, 1958) found these resources mediated the stress families experienced 

during the separation and reunion of the husband/father during World War II (Boss, 

1988 , 2002). Mccubbin et al. (1980) decade's review of family stress and coping 

identified Hill's B factor as receiving the most attention from researchers. The outcome 

has been a proliferation of research identifying and defining the concept of resources. 

This has produced the identification of three primary categories of resources: 

individual family member's personal resources, the family system's internal resources, 

and social support. Personal resources included financial, economic well-being, 

education, cognitive well-being, health, physical well-being, and psychological, self

esteem, self-denigration, and mastery (McCubbin et al. , 1980). Family system's internal 

resources focused on family organization such as family adaptability and cohesiveness. 

Characteristics often associated with internal family organization included shared power 

and goals, flexible roles, adaptability, and problem-solving ability. Social support has 

been defined as (a) information supplied at the interpersonal level resulting in emotional 

support, (b) feelings of being cared for and loved, (c) esteem support, feelings of being 

valued, and (d) network support, feelings of belonging or connected to others via 

communications and access to social services (McCubbin et al. , 1980). 

Hill (1949, 1958) defined factor C as the family's definition of the event or how · 

they defined or the meaning they assigned to the event. Hill (1949) found in his research 
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that how the family defined the event seemed to be the key factor in determining 

whether or not the separation was a crisis event for the family. He found that families 

that felt the event was challenging, despite appearances to the contrary, did indeed 

exhibit crisis behaviors such as acute emotional distress, ineffective problem solving 

abilities, or were ineffectual in managing normal family situations (Hill, 1949). Those 

families that did not define the situation negatively continued functioning successfully in 

spite of the numerous hardships they encountered (Hill, 1949). Thus the meaning the 

family assigned to the event or the definition they give to the event was influential in 

determining whether a stressor became a crisis for the family. 

The process of defining the event influenced not only the family's thoughts, but 

also the behaviors the family used to cope with the event (Hill, 1949, 1958). Walker 

(1985) similarly identified Hill's factor C as the definition a family gives to an event and 

is a reflection of their beliefs regarding the severity of the crisis. McCubbin and Patterson 

(1983) also stated that a family's definition was subjective, reflected their values, and 

their prior experiences in dealing with change or meeting crisis, either successful or 

unsuccessful. Hill (1958) believed that families that were more crisis-prone were those 

who not only experienced stressor events, A, more often. and with greater severity, b~t 

also defined them, C, as· a crisis. 

Lastly, X, represents the crisis, and was reached when the family was no longer 

able to maintain its usual level of functioning (Hill, 1949). It occurred when the family's 

resources could not adequately handle the situation and resulted in a state of 

disorganization for the family. Hill (1949) noted that not all stressor events lead to a 

crisis and identified three factors which influenced whether an event resulted in a crisis 

for a family. He defined the three as follows: 
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(1) the hardships of the situation or event itself, (2) the resources 
of the family, its role structure, flexibility, and previous history 
with crisis, and (3) the definition the family makes of the event; 
that is whether family members treat the event as if it were or as if 
it were not a threat to their status, their goals, and objectives (Hill, 
1949, p. 9). 

Hill (1949, 1958) theorized that two factors buffered or protected families from a 

crisis; those two factors were B, family resources, and C, the family's definition of the 

event. Hill's basic assumption was if the resources available to the family were adequate 

as well as assessable and if the family defined the stressor event more positively than 

negatively, then the stressor event would remain an event that the family could cope with 

and adapt to as needed as opposed to the stressor event becoming a crisis for the family 

(Hill, 1949, 1958). Thus factors Band C served to make families less vulnerable to crisis. 
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Figure 2. ABC-X Model of Family Stress (Hill, 1958) 
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Hill's ABC-X model of family stress along with his roller-coaster model of 

adjustment has been influential in the development of other theories and models in the 

field of family stress and crisis since the late 1940s (Boss, 2002; McCubbin et al., 1980). 

It has withstood the test of time and has been used as the basis for subsequent stress 

models by other researchers (Boss, 2002; McCubbin et al., 1980). Hill's model has been 

tested, analyzed, modified, and adapted, by numerous researchers such as Boss, Lavee, 

Mccubbin, Olsen, and Patterson to name a few. 

Contextual Model of Family Stress 

Boss's (1988, 2002) contextual model of family stress was an expanded 

conceptualization of Hill's original ABC-X model and his roller-coaster model of family 

crisis. Boss's contextual model of family stress included Hill's four factors, A, B, C, and X, 

and then expanded it to incorporate the circumstances or context in which the family 

existed. Boss (1988, 2002) recognized the influence both the external and internal 

context had on families and stress. An additional aspect of her model was that she 

identified X to equal the family's outcome which could either be stress or crisis. Boss 

(1988, 2002) emphasized that not all families end up in a crisis state after encountering 

a stressor event, but can instead end up at some degree of stress which existed on a stress 

continuum. 

Boss (1988, 2002) like Hill defined factor A as the stressor event and was of 

considerable magnitude to incite a reaction or change in the family system. Boss also 

emphasized that the event is a stimulus, and does not equal or mean stress, but a starting 

point that may bring about change or a process that has the potential to produce stress 

for the family. Additionally, the stressor event and the resulting degree of stress was the 
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product of the family's perception of the event and the context in which the event 

occurred (Boss, 1988, 2002). 

Factor B, family resources, were resources the family had available and could 

access when needed both individually and collectively as a family. Having resources and 

the ability to access them did not necessarily mean that the family was employing them 

appropriately to manage the stress. They could be categorized as physical assets, 

economic, and psychological. Some examples included job skills, interpersonal skills, 

social supports and networks, health, money, family cooperation, and family interactions 

(Boss, 1988). Boss (1988) also made a distinction between family resources and coping 

strategies - they were not one in the same. Coping involved the cognitive, affective, and 

behavioral responses of individuals and the family to manage a stressful event as 

opposed to eradicating it and without any detrimental effect on any one member of the 

family (Boss, 1988). Although the ability to manage stress was important for families, it 

may not always be a preferred process over going into crisis, i.e., coping with abuse as 

opposed to ending abuse. 

Boss (1988, 2002) identified factor C, the family's perception of the event, and 

recognized it as a powerful variable, if not the most powerful one in explaining how a_ 

family responded to a stressor event. Boss (1988, 2002) used perception of the event as 

opposed to definition of the event because she believed it encompassed both cognitive 

and affective domains and provided a better understanding of the meaning the family 

assigned to the event (Boss, 1988, 2002) . Boss (1988) emphasized that how a family 

perceived the event was helpful in determining the degree of stress felt by the family and 

the resulting outcome - coping versus crisis and it was helpful in explaining why some . 

families were able to cope with stress and others went into to crisis. 
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An additional aspect of her model was that she identified X to equal the family's 

outcome which could be stress or crisis. Stress was defined as a change in the status quo, 

a change in the equilibrium of the family system, a change that was neither bad nor good. 

Crisis was defined as a change in the equilibrium that was so overpowering, or a demand 

so severe, or a change so pronounced that for a time period the family was unable to 

respond. Boss (1988, 2002) delineated that stress and crisis were two different 

outcomes. She recognized that not all families end up in a crisis state after encountering 

a stressor event, but could instead end up at some degree of stress which existed on a 

continuum that could range from low stress (managed) to high stress (strained). 

Strained occurred when family strengths and resources existed but were not located 

where they were needed, i.e., money existed to provide for a chronically ill loved-one, but 

the emotional ability to do so did not exist (Boss, 1988). 

In addition to the four factors of the ABC-X Family Stress Model, Boss's 

Contextual Model of Family Stress incorporated both the external and internal context in 

which the family existed and recognized the influences they had on families and stress. 

Boss (1988, 2002) defined the external context as the environment and included 

dimensions external to the family and items in which the family had no control over. The 

internal context consisted of dimensions in which the family not only had control over, 

but could also change. When examining and explaining a family's reaction to stress, Boss 

contended that it must be done within the context ( external and internal) in which both 

the family and the stressor event occurred in order to have a greater understanding of 

and appreciation of the family and their reaction to and ability to manage the stressor 

event. 
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Boss identified the external context as the environment, also known as the 

family's ecosystem, and was essentially the place and time in which the family existed. 

The external context included five dimensions in which the family had no control over 

and included heredity, development, economy, history, and culture (Boss, 1988, 2002). 

Hereditary context included one's biological and genetic makeup both of which impact 

an individual's physical composition and overall health. Developmental context referred 

to the life cycle stage for both the individual and the family, i.e., newly married and 

pregnant. Economy context reflected society's current economic situation at the time the 

family encounters the stressor event, i.e., high unemployment rate making it difficult for 

a family member to find a job despite his or her educational level. History was the time 

in history in which the event occurred, i.e., September 11, 2001 has more significance to 

Americans than September 11, 1999. The cultural context referred to the values and ideas 

of the larger society as opposed to the family's private beliefs which they do have control 

over. These larger society values and ideas were related to the prominent practices for 

solving problems or acceptable methods for interpersonal relationships, i.e., at a societal 

level abuse is not acceptable, yet might be practiced within a family. 

The internal context included three dimensions, philosophical, structural, ancf 

psychological (Boss, 1988, 2002). The internal context was one in which the family had 

both control over and could change. The philosophical context was the family's beliefs 

and values. These could be in alignment or in conflict with the larger society's cultural 

ideas. When disagreement existed between the family's philosophical context and the 

cultural context, the family could experience additional stress. The structural context was 

the function and form of the family's boundaries, roles, and rules, regarding who existed 

within the family and who was outside the family (Boss, 1988, 2002). The psychological 
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represented the family's definition, meaning, perception, assessment, or appraisal of the 

stressful event. Boss (1988, 2002) used perception of the event because it encompassed 

both cognitive and affective domains. The manner in which a family perceived an event 

was a key in determining whether or not it provided protective influences thus enabling 

the family to manage the stressor event (Boss, 1988, 2002). 

Figure 3. Contextual Model of Family Stress (Boss, 1988, 2002) 

Coping Strategies 

Hill's (1949, 1958) ABC-X Family Stress Theory did not specifically discuss 

coping strategies although he alluded to coping behaviors in his discussion regarding his 

roller-coaster pattern of adjustment. McCubbin, Dahl, Lester, Benson, and Robertson 

(1976) suggested coping behaviors were part of a family's resources. Whereas Boss 

(1988) made a clear distinction between coping strategies and family resources, stating . 

that they were not the same. Whether viewed as a component of family resources or as a 

58 



separate factor, coping has been integrated into family stress theory focusing on its 

ability to assist families in dealing with stressors (Dyk & Schvaneveldt, 1987). 

As research progressed and evolved in the family stress field, definitions for 

family coping evolved. Mccubbin et al. (1976) defined coping as strategies for dealing 

with stress and the behaviors individuals used when faced with a perceived threat. 

Similarly, Mccubbin and Olson (1980) defined coping strategies as behaviors which 

assisted families in dealing with the hardships impacting them while maintaining the 

functioning of the family. Boss (1988) identified coping as the cognitive, affective, and 

behavioral responses of individuals and the family to manage a stressful event as 

opposed to eradicating it and without harming any family member. 

Lazarus and Folkman are widely known researchers in the field of psychological 

coping (Kovacs, 2007; McCubbin, Dahl, Lester, Benson, & Robertson, 1976; Robinson & 

Griffiths, 2005). They defined coping as thoughts and behaviors individuals use to 

manage demands from internal and external sources that they perceive as having the 

potential to strain or exhaust their available resources (Lazarus & Folkman, 1984). 

Determining when or which coping behavior to use involves a cognitive process 

employing a primary appraisal and secondary appraisal of the person-environment . 

relationship. The primary appraisal involved assessing whether a problem was stressful 

or not. The secondary appraisal involved determining how the problem should be dealt 

with if it was identified as stressful (Lazarus & Folkman, 1984). 

Lazarus and Folkman (1984) categorized coping as either problem-focused or 

emotion-focused. Problem-focused coping involves changing the person-~environment 

relationship to reduce the stress. It is task-oriented and involves an individual's efforts t-0 

manage or solve the problem causing the stress. Examples include attempting to change 
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one's environment, seeking information, making decisions, changing one's behavior, 

resolving conflict, or obtaining resources (Folkman & Moskowitz, 2000; Lazarus & 

Folkman, 1984). Essentially, problem-focused coping resolves the situation and the 

individual was no longer threatened (Lazarus & DeLongis, 1983). 

Emotion-focused coping is the process of individuals changing either their 

interpretation of the situation or their response to the situation. Emotion-focused coping 

uses cognitive processes involving a reappraisal of the situation, in order to change the 

way the situation is interpreted or attended to, thereby changing the emotional reaction 

to it. It can involve denial, reinterpreting past situations, religious faith, wishful thinking, 

and humor. Use of emotion-focused coping does not change the situation, only the 

emotional reaction to it (Lazarus & DeLongis, 1983; Lazarus & Folkman, 1984). Lazarus 

(2000) cautioned researchers against viewing one strategy as better than the other. 

Instead the two strategies were interdependent, often working together in the .overall 

coping process. 

Mccubbin et al. (1980) proposed that the use of effective family coping strategies 

achieved four functions: (a) reduced or eliminated stressors and associated hardships, 

(b) maintained or strengthened family system's characteristics such as adaptability a~d 

cohesiveness, (c) protected families from disruption, therefore minimizing their 

vulnerability, and (d) altered the family's environment by changing the social 

circumstances. 

Hill's (1949, 1958) ABC-X Model of Family Stress and Boss's (1988, 2002) 

Contextual Model of Family Stress provided useful frameworks for investigating the 

perceptions of the GSA employees regarding their involvement in the re-establishment of 
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federal operations after the bombing of the Alfred P. Murrah Federal Building and the 

resources they utilized to cope with their work assignment. 

Terrorism 

This section of the literature reviewed the topic of terrorism. In order to 

understand the impact of a terrorist event on individuals who were not initially impacted 

by the event, but became involved due to the assignment of work, it is helpful to 

understand terrorism, how it is defined, the history of terrorism, international terrorism 

versus domestic terrorism, terrorist statistics for the United States, and the future of 

terrorism. A final review of the literature associated to the bombing of the Alfred P. 

Murrah Federal Building provides information on the bombing itself. 

Definition of Terrorism 

One of the first definitions of terrorism was recorded in English in 1798 as "the 

systematic use of terror as policy" (Online Etymology Dictionary, 2001). It emerged 

during the French Revolution and was associated with the tactics used by the 

revolutionary government during this time period known as the Reign of Terror (1793-

1794). Tactics included capturing, torturing, and executing individuals associated with 

the French monarchy in order to achieve the revolutionary government's political goals 

(Online Etymology Dictionary, 2001). 

Academicians began developing definitions as they initiated studying terrorism 

and identifying methods for researching terrorism. Claridge (1998) developed his 

definition after reviewing various governmental and academic definitions. He defined 

terrorism as follows: 

. .. the systematic threat or use of violence, whether for, or in opposition to, 

established authority, with the intention of communicating a political message to 
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a group larger than the victim group by generating fear and so altering the 

behavior of the larger group. Either the victim or the perpetrator, or both, will be 

operating outside a military context; both will never be operating within a 

military context (p. 5). 

Military experts defined terrorism as "an asymmetric response or tactic typically 

employed by countries and/ or groups that have been defeated in conventional warfare" 

(Craig, 1998). As the U.S. and its Western European Allies advanced in military power, 

the gap in military capabilities grew between them and their adversaries. This disparity 

led third-world nations and other disenfranchised groups to search for alternative means 

to achieve a balance in military power (Staten, 1999). The use of terrorism and Weapons 

of Mass Destruction have rapidly become methods of choice. 

Craig (1998) defined these unconventional tactics as an asymmetric response, 

which represented an alternative method in fighting, rather than using forces of 

equivalent size and employing similar tactics in battle. As a result, the terrorist act was 

viewed as operating outside a military context, conventional warfare, or civil war 

(Claridge, 1998). Garrison (1998) further delineated the differences between terrorism 

and warfare by the intent of the act. It is the "creation of fear" intentions that 

differentiated terrorism and warfare. Greenberg (2001) added that the hope of terrorists 

is that by creating fear and panic, the government will find this state of turmoil within 

the society so unbearable, it will capitulate to their demands (Claridge, 1998; Greenberg, 

2001). 

The prevailing view of terrorism is that it differs from warfare and criminal acts. 

It is planned violence; calculated, rational, and conducted with the intent to create fear . 

and panic; it is perpetrated predominately on innocent civilians; it is designed to create 
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publicity; and it is motivated by religious, political, or ideology not for personal gain or 

greed (Garrison, 1998). 

Agencies within the Federal government, such as the FBI, the U.S. Department of 

Defense (DOD), and the U.S. State Department, have slightly differing definitions of 

terrorism which align with the focus of their agency's mission. However, each is based on 

the U.S. Government's Code of Federal Regulations Chapter 28, section 0.85, "injuries 

resulting from the unlawful use of force or violence against persons or property to 

intimidate or coerce a Government, the civilian population, or any segment thereof, in 

furtherance of political or social objectives" (FBI, 2006, p. iv). 

Regardless of the definition's focus, all definitions of terrorism typically include 

similar themes such as the threat or use of violence or force; perpetrated by individuals 

or a group of individuals against others whom they believe represent the larger group or 

entity; and typically for political, religious, or ideological reasons. Additionally, terrorism 

is as much about the intention as the violent act itself (FBI, 2006). 

History of Terrorism 

Differences between individuals over religion, ideology, politics, and land have 

existed since the beginning of time and more often than not, these differences tended .to 

escalate into conflict. Terrorism has been used as a method for handling conflict and 

achieving political, ideological, and religious goals since the beginning of time. 

The history of terrorism can be divided into two periods; early and modern. The 

dates associated with the early period of terrorism begins around 66 - 72 AD and ends 

just prior to the French Revolution. The second period, modern, dates around the time of 

the French Revolution's Reign of Terror, 1793 - 1794 to present day (Garrison, 1998). . 



Early terrorism. The prominent use of terrorism in the early period, 66-72 AD

just prior to the French Revolution, was associated with religious beliefs and foreign 

occupation. Around 66-72 AD, Jews rebelled against the Roman Empire and attempted 

to expel Romans from the Holy Land during the Great Jewish Revolt (Garrison, 2002a; 

Greenberg, 2001). During this time, small groups known as Zealots, ones who are 

zealous on behalf of God, banded together to kill Roman and Jewish collaborators. The 

Zealots claimed that God was their only Ruler and Lord, not the Roman Empire, and 

engaged in random acts of violence and murder in the streets of the city to create panic 

more terrifying than the murder itself (Greenberg, 2001). 

Similarly, the Shi'ite Muslim sect used terrorist tactics in their attempt to purify 

Islam by fighting the Sunni Muslims around 1090-1275 and the Christian crusaders 

around 1095-1291 (Garrison, 2002a). The Shi'ite Muslim's beliefs, such as divine duty 

and suicidal martyrdom, became associated with terrorism during this early period 

(Garrison, 2002a). They believed that if an individual died while committing a terrorist 

act against an enemy, then it was one's divine duty and the individual would be rewarded 

in heaven with a special place. 

Modern terrorism. Researchers identified modern terrorism as starting 

around the late 18th century and continuing to present day. Modern terrorism consists of 

two distinct phases. The earliest phase starts with the French Revolution and ends with 

World War II ; and the second phase started around the 1960s and continues to present 

day. The major differences between the two phases were related to geographic locale and 

differing ideology associated with politics, foreign policy, and religion. Terrorist acts in 

the first phase were confined to specific geographic areas and were typically associated 

with religious beliefs and issues related to foreign occupation, whereas terrorist acts 
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occurring in the second phase, starting around the 1960s, became international in scope 

and provided world exposure. Terrorist acts in this phase and were generally associated 

with political ideology, governmental control, and religious extremists. 

First phase of modern terrorism - French Revolution to World War 

II. During the first phase of modern terrorism, the use of terrorism was expanded 

beyond upholding religious beliefs and resisting occupation of invaders into five other 

uses, each with its own particular focus and goal. The five different uses of terrorism 

included (a) government-sponsored, (b) individual, (c) expanded government

sponsored, (d) selective, and (e) freedom from oppression. 

Researchers identify the French Revolution, specifically the time period from 

1793-1794, known as the Reign of Terror, as the beginnings of modern terrorism 

(Garrison, 1998). Terrorism was government-sponsored and used by the governing body 

to eliminate any opposing pa~ty, control the government, and maintain power. 

The second use of terrorism, individual terrorism, began in the late 19th century. 

It was a tactic used by anarchists to further their ideological goals by changing current 

policies of the existing government. They sought to achieve this goal by targeting and 

eliminating specific government officials. 

During the early 20th century, a third use of terrorism, expanded government

sponsored terrorism, evolved. In the early 1900s, during the Soviet's Red Terror, Lenin 

expanded acts of government-sponsored terrorism to not only maintain power and 

control the government by suppressing other political parties, but also by using terrorist 

acts on a mass scale to control the entire population (Garrison, 1998). 

During this same time period, a fourth use of terrorism, selective terrorism, was . 

used by the Irish as a means to resist English rule in Ireland. The Irish Republican Army 
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(IRA) utilized selective terrorism and introduced the concepts of sustained terrorism, 

terrorist intelligence, and cell operations. Selective terrorism was a tactic employing 

bombings and assassinations aimed at government officials such as judges, soldiers, 

police officers, etc. , of the occupying government (Garrison, 1998). The IRA continued 

their selective terrorism for a number of years, thus sustaining it over a long period of 

time. Sustaining terrorism over a period of years and selectively targeting government 

officials brought about the need for the IRA to have knowledge of the occupying 

government's officials' activities and movement. This intelligence information was used 

to continue their terrorist activities and assisted each terror group or cell to achieve its 

specific goals. The development of cell operations allowed terrorists the ability to develop 

independent groups, each with their own operational objective, to continue terrorist acts, 

while that preventing prevented the disruption of the entire movement if one cell was 

discovered or destroyed during an act (Garrison, 1998). 

A fifth use of terrorism, freedom from oppression by outside governments, was 

used by the Hindustan Socialist Republican Association (HSRA). The HSRA, in 1929, 

rejected Gandhi's philosophy of non-violence and viewed terrorism as a means to achieve 

freedom and liberation from oppression and capitalism (Goodwin, 2006). 

Second phase of modern terrorism - 196os-present. Terrorists' goals 

evolved during the second phase of modern terrorism and became international in 

scope: (a) in the 1960s, the goal was to expose the world to the terrorists·' cause, (b) in 

the 1970s and 1980s, the goals were to bring attention to their cause, and to force 

governments to change their foreign policy, and (c) in the late 1980s and 1990s, after the 

return to of religious-based terrorism, the goal was to rid the Middle East of Jews, 

Christians and other Western influences (Garrison, 1998). 
' 
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Terrorist activities in the196os were predominately associated with the Cold War 

and the conflict in the Middle East. Outcomes during this time period included Cuba 

becoming a training ground for terrorist groups from around the world; terrorist groups 

cooperating with each other; and terrorist groups receiving external financial and 

political support (Garrison, 1998). Instances of state-sponsored terrorism became 

common as governments sponsored terrorists and their international activities in order 

to helps them achieve their (the government's) own political goals. 

With the growth of terrorist groups and the development of alliances between 

various terrorist groups ones, the 1970s and 1980s was described as the reign of 

terrorism with the growth of terrorist groups and the development of alliances between 

groups. Terrorists ' tactics during this time period included hijacking or bombing 

airplanes, attacking or bombing Embassies, killing Israelis, and taking hostages in 

exchange for captured terrorists. Primary targets included Israel and her allies, the 

United States, and European countries. 

The late 1980s through the 2000s saw the return of religiou~-based terrorism 

similar to Nizari Isma'ilis' terrorism in the first century. Garrison (1998) points to the 

rise and influence of Ayatollah Khomeini and his influence in expanding Islam, not only 

in the Middle East, but also around the world, contributed to the return of religious

based terrorism. Other radical leaders such as Osama Bin Laden established the 

international terrorist group, al-Qa'ida, and began issuingfatwahs, religious opinions, 

regarding Islamic law, and calling his members to action. Specifically, his mission 

entailed deposing the current monarch of Saudi Arabia, removing all Western forces 

from the Arabian Peninsula, and engaging in war against the U.S. as well as destroying 

Americans and their civilian and military allies (FBI, 2006). Terrorists' tactics again 
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included suicide bombings and suicidal martyrdom. The end of this era witnessed the 

newest change in terrorism: mass casualties, indiscriminate killing, and destruction as 

the goal of terrorism (FBI, 2000, 2006; Garrison, 1998). Terrorists sought to simply 

achieve mass destruction for its own sake. Thus the second phase of modern terrorism 

saw terrorism used as a method for exposing the world to the terrorists' cause, forcing 

governments to change their foreign policy, and ridding the Middle East of Jews, 

Christians, and other Western influences (Garrison, 1998). Currently, religious 

extremists and their hate for the U.S. and Western influences seek to use terrorists' acts 

to produce mass destruction of U.S. economic, military, and political interests, symbols, 

and structures. 

International Terrorism versus Domestic Terrorism 

As terrorism grew over time, the FBI began classifying terrorist acts into two 

broad categories: international terrorism and domestic terrorism. The FBI (2000, 2002, 

and 2006) defined these two categories as follows based on the United States Code 

(USC): 

International terrorism involves violent acts or acts dangerous to human 

life that are a violation of the criminal laws of the United States or any state, or 

that would be a criminal violation if committed within the jurisdiction of the 

United States or any state. These acts appear to be intended to intimidate or 

coerce a civilian population, influence the policy of a government by intimidation 

or coercion, or affect the conduct of a government by assassination or 

kidnapping. International terrorist acts occur outside the United States or 

transcend national boundaries in terms of the means by which they are 
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accomplished, the persons they appear intended to coerce or intimidate, or the 

locale in which the perpetrators operate or seek asylum (FBI, 2000, 2002, 2006). 

Domestic terrorism is the unlawful use, or threatened use, of force or 

violence by a group or individual based and operating entirely within the United 

States or its territories without foreign direction committed against persons or 

property to intimidate or coerce a government, the civilian population, or any 

segment thereof, in furtherance of political or social objectives (FBI, 2000, 2002, 

2006). 

International terrorism. The FBI (2000) has identified the period from the 

late 196os-1999 as the most destructive in history with over 14,000 international 

terrorist attacks worldwide resulting in more than 10,000 deaths (FBI, 2000 ). Of the 

international incidents, approximately 20 to 30 percent involved U.S. interests, i.e., U.S. 

diplomatic or commercial facilities, U.S. nationals, or U.S. airplanes (FBI, 2000). 

As acts of terrorism against the U.S. began increasing overseas in the early 1980s, 

the FBI (2006) identified two sources of international terrorist threats to the U.S., state

sponsored terrorism and foreign terrorist organizations. Foreign terrorist organizations 

(FfOs) are independently operated groups who have their own infrastructures, 

personnel, financing, anci training facilities which enable them to plan and execute 

terrorist activities throughout the world. An example of an FfO that has consistently 

targeted U.S. interests is the Lebanese Hizballah, which was established in 1982. Prior to 

the 9/11 attack, it had been responsible for more U.S. deaths overseas than any other 

terrorist group (FBI, 2006). 

Another source of terrorists' threats come from extremists or rogue terrorists. 

Examples of loosely affiliated extremists, ones who are not directly associated with or 
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strongly influenced by any one nation, and rogue international terrorists included 

individuals such as Shaykh Omar Abedel Rahman, Ramzi Yousef, and Osama Bin Laden 

(FBI, 2000). The individuals tend to identify themselves as religious leaders who 

influence the terrorist acts of others, provide financial support, or provide specific 

direction (FBI, 2006). Despite the deaths of their leaders, these terrorist groups live on. 

As Kaplan (2011) stated the "brand name" lives on with very minor chances following the 

death of Osama Bin Laden. 

The FTOs, loosely affiliated groups, and religious or political extremists typically 

claim no homelands and are referred to as a transnational threat. Craig (1998) defined 

transnational threat as any threat that transcends national borders and whose activity 

may span globally. These groups and extremists are diverse in nature, have a political or 

economic agenda, and are willing to inflict mass destruction and causalities (Craig, 1998; 

Staten, 1999). 

Domestic terrorism - three groups. The FBI (2000) has identified the 

majority of domestic terrorism as stemming from three main groups: right-wing, left

wing, or special interest. Their causes are typically related to social or political issues and 

concerns and are directed at the U.S. Government or civilian population. Right-wing 

groups usually take the form of militia and conservative special interest causes and target 

their terrorist acts against specific people, whereas left-wing and special interest groups 

use terrorism as a means to coerce society to change its attitudes about specific issues 

and to damage property and cause economic harm (FBI, 2006 ). 

Analysis of right-wing terrorist groups by the FBI (2000) has produced a profile 

that includes groups who typically embrace anti-government and anti-regulatory beliefs1 

conspiracy-oriented principles, and adhere to racial supremacy principles. These 
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principles include those of the formal right-wing hate groups, i.e., Aryan Nations, World 

Church of the Creator, etc. Other right-wing groups include the Ku Klux Klan, Neo-Nazi, 

Montana Freeman, the Jewish Defense League, and the Branch Davidians (FBI, 2006). 

Many right-wing militia groups engage in the stockpiling of weapons and 

paramilitary training. Some of the factors that the FBI (2000) has identified as 

contributing to the growth of right-wing terrorist groups include increased involvement 

of the United Nations in U.S. domestic issues, passage of gun-control legislation, and 

prior confrontation between law enforcement and other right-wing groups. 

Right-wing terrorist groups also engage in what the FBI calls paper terrorism. 

Paper terrorism is the filing of spurious legal actions such as groundless liens and legal 

claims against members of the judiciary, law enforcement, and other government 

officials. Paper terrorism is not included in any FBI terrorist figures; however, it 

represents a significant workload for local, state, and federal government officials by 

increasing the court dockets and obstructing legitimate court claims (FBI, 2000). 

Characteristics of left-wing terrorist groups include individuals who view 

themselves as the people's protectors against imperialism and capitalism. They embrace 

a revolutionary socialist approach to change, believing they can bring it to established 

political processes through revolutionary tactics. Examples of left-wing groups include 

the Symbionese Liberation Army, Anarchists, Black Panthers, Students for a Democratic 

Society, and Puerto Rican National Liberation (FBI, 2006). 

From the 1960s to the 1980s, the FBI identified left-wing terrorist groups as the 

most serious domestic threat to the U.S. (FBI, 2000). Successful efforts to reduce their 

activity included dismantling of their organizational and financial structures by 

sentencing their leaders to prison for criminal activities. The fall of communism in 
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Eastern Europe also played a part in reducing left-wing terrorist activity by eliminating 

many of their ideological foundations and support (FBI, 2000 ). 

The third group of domestic terrorists includes those associated with special 

interests. Special interest terrorism, unlike right-and left-winged terrorism, focuses on a 

specific interest rather than broad-based political agendas. Examples of special interest 

terrorists include extremists associated with pro-life, environmental, anti-nuclear, 

animal-rights, and other special movements. 

It is often difficult for the FBI to determine the threat posed by special interest 

terrorists because of the tactics and types of activities in which they engage. For example, 

pro-lifers may be involved in assaulting and murdering doctors performing abortions; 

however, the criminal incidents may be investigated as murders versus terrorism. 

Terrorist Statistics for the United States 

Most Americans assume the greatest terrorist threats are from groups external to 

the U.S., however, the data from 1980 to 2001 revealed a different story. The FBI (2002) 

documented 482 terrorists' acts committed against the United States between 1980 and 

2001, which resulted in 2,993 deaths and 17,040 injuries. Statistics from the FBI (2002) 

included the following: 

• Of the 482 total, 294 were identified as terrorists acts, 55 were identified as 

suspected terrorist acts, and 133 were identified as prevented terrorists' acts. 

• Of the 482 total, 310 (64%) were committed by domestic terrorists, 164 (34%) 

committed by international terrorists, and 8 (2%) committed by unknown 

sources. 
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• Of the 310 ( 64%) committed by domestic terrorists, 130 (42%) were committed 

by left-wing groups, 85 (27%) by right-wing groups, 81 (26%) by special interest 

groups, and 14 (5%) not by any group, but rather by individuals. 

• Of the 482 total, 254 were targeted at civilian/ commercial facilities, 106 at 

government facilities, 61 at diplomatic foreign government facilities, 14 at 

military facilities, and 7 at unknown targets. 

• Of the 482 total, the following methods were either used or planned to be used to 

commit the act: 

324 ( 67.2%) Bombings 

33 (7%) Arson 

22 (5%) Other 

21 (4-4%) Assassinations 

19 (4%) Shootings 

19 (4%) Sabotage/malicious destruction 

15 (3%) Robberies 

10 (2.1%) Hostile takeovers 

6 (1%) Assaults 

6 (1%) Weapons of Mass Destruction 

3 (0.5%) Hijackings/aircraft attacks 

2 ( 0-4%) Kidnappings 

2 (0-4%) Rocket attacks (FBI, 2002) 

From these statistics for the U.S., its territorial jurisdictions, and its international 

interests covering the time period from 1980-2001, 72% occurred either in the U.S. or its 

territorial jurisdiction, 64% were committed solely by groups or individuals living and 
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operating in the United States, without direction by foreigner groups or governments; 

53% of the targets were civilian or commercial facilities, and 25% of the targets were 

government and military facilities of the U.S.; and for 67.2% of the incidents, bombing 

was the preferred method used by both domestic and international terrorists (FBI, 

2002). 

The bombing of the Alfred P. Murrah Federal Building in Oklahoma City on April 

19, 1995, which killed 168 and injured 853, highlights many of the key trends from the 

FBI statistics: 

• It was a terrorist attack that occurred in the U.S. 

• It was perpetrated by domestic, home-grown, right-wing terrorists who used a 

bomb as their method of destruction 

• It was targeted at a government facility that also housed civilian and commercial 

entities. 

The FBI (2006) suspects various factors such as increased United Nations 

involvement in domestic affairs, passage of gun control legislation, and confrontation 

between law enforcement groups and other right-wing groups in Ruby Ridge, Idaho and 

Waco, Texas as having contributed to McVeigh's and Nichols's motivation for the 

bombing. 

Terrorism in the Future 

Analysis of terrorism over the last several decades by the FBI (2000, 2002, 2006) 

has resulted in the identification of four major trends in the both international and 

domestic terrorism. These trends indicate the following: (a) the overall nu_mbers of 

terrorists' acts are declining; (b) of the terrorists' acts that are occurring they are 

producing greater destruction and resulting in more deaths and injuries of civilians; 
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(c) the overall numbers of mass destructive terrorists' attacks occurring in the U.S. are 

rising; and ( d) although bombings have been, and will continue, to be a preferred 

terrorist method, terrorists are beginning to use Weapons of Mass Destruction as well as 

unconventional weapons and methods (FBI, 2006). 

In addition to the use of Weapons of Mass Destruction, the FBI (2006) identified 

cyberterrorism as a future tool. The FBI (2006) defined cyberterrorism as using cyber 

tools to close down national information infrastructures for terrorist purposes. Craig 

(1998) suggested that terrorists could also use the cyber tools to infiltrate government 

and military systems to post false intelligence information and post fake warnings 

related to financial issues or public safety. 

Even with fewer acts of terrorism than in the past, the FBI (2000, 2002, 2006) 

anticipates that the current trend toward fewer, but more destructive terrorist acts will 

continue both internationally and domestically. The FBI (2000) believes that the short

term objectives of terrorists have changed from simply using terrorist acts to publicize 

their causes, to producing massive destruction and casualties. All evi.dence indicates that 

terrorism will continue to plague the world's inhabitants long the 21st century and into 

the 22nd century and beyond given its long history. As such it becomes a significant area 

of study due to its potential to impact a large sector of the U.S. workforce and the 

psychological and physical harm it will likely produce in both individuals and families. 

Bombing of the Alfred P. Murrah Federal Building . 

The bombing of the Alfred P. Murrah Federal Building in downtown Oklahoma 

City on April 19, 1995 was a shock to the nation, not only in terms of the event itself, but 

also its location. People were familiar with terrorists' attacks occurring in foreign 

countries. And of those occurring in the U.S. they were primarily associated with New 
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York City. Attacks within the U.S. over the last century had targeted New York City on 

numerous occasions and included the 1920 bombing on Wall Street killing 35 individuals 

and injuring hundreds; the 1975 bombing of the historic Fraunces Tavern killing 4 

individuals and injuring more than 50 others; and the 1993 bombing of the World Trade 

Center that killed 6 individuals and injured over 1,000 individuals (FBI, 1997). Shock 

and disbelief was associated with the event, but especially that the event occurred in 

what is often referred to as America's Heartland. 

Oklahoma City 

Oklahoma City is the geographic mid-point of America and often identified as 

America's Heartland, but not as a U.S. economic or political center. Deflem (1995) 

identified a predominant concern expressed by individuals and reported over and over 

again in the media was the fact that the event had occurred in Middle America. Outcries 

included such statements as ... "Would never happen here ... we're just a little old 

cowtown ... it happens in countries so far away ... it happens in New York. It happens 

in Europe ... [it] doesn't happen here" (Deflem, 1995). The event occurring in such an 

ordinary, unpretentious, middle-of-the-road city, down-to-earth city such as Oklahoma 

City, opened Americans' eyes to the reality that any place could be a target for terrorist?. 

Literally and figuratively it "hit home" for Americans that no place or home is safe from 

terrorism. The event occurring in Oklahoma City brought the recognition that the U.S. 

entered into a new era, the globalization of the terrorist threat (Deflem, 1995). 

Oklahoma was known as the Indian Territory before it became the 46th state in 

the Union in 1907. Oklahoma City was founded soon after the Land Run of 1889 as a 

railroad water depot called Oklahoma Station. In 1910 it became the state capital and is 

currently the largest city in the state of Oklahoma covering over 600 square miles and is 
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home to approximately one-third of the state's population (Department of Housing and 

Urban Development [HUD], 1995; Oklahoma City Convention & Visitors Bureau, 2010). 

In 1995, the city's population was around 450,000 and the population for the 

metropolitan area was around 1 million (The City of Oklahoma, 1996). It is often referred 

to as American's heartland given its geographic mid-point of America and known for its 

location in Tornado Alley. This is an area of the country which is frequently the recipient 

of violent weather patterns in the springtime which include thunderstorms, damaging 

winds, hail storms, and tornadoes (Irving, 1995). 

In the early 1990s, Oklahoma City was home to approximately 561, ooo workers 

with the largest employers in the government, services, and retail sectors (HUD, 1995). 

In addition to federal, state, county, and city employment, other sources of employment 

included healthcare, social services, and education. Some of the largest employers in 

Oklahoma City and the surrounding area include: State of Oklahoma, Tinker Air Force 

Base, U.S. Postal Service, University of Oklahoma, Oklahoma City Public Schools, U.S. 

Federal Aviation Administration [FAA] Mike Monroney AeronauticaJ Center, City of 

Oklahoma, INTEGRIS Baptist Medical Center, and General Motors Corporation (City

Data.com., 2010). 

Alfred P. Murrah Federal Building 

The Alfred P. Murrah Federal Building in downtown Oklahoma City was 

designed by architect Wendell Locke of Wright & Associates. The nine-story building 

was rectangular, measuring approximately 220 feet long by 75 feet wide, and 

constructed of rebar-reinforced concrete at a cost of $14.5 million (The City of 

Oklahoma, 1996). It officially opened March 2, 1977, and was named after Judge Alfred . 

Paul Murrah, an Oklahoma native, who in 1936 had become the youngest man ever 

77 



appointed a U.S. District Judge (The City of Oklahoma, 1996). In 1983, the building was 

recognized by the American Institute of Architects as one of Oklahoma's 10 Best 

Buildings (The City of Oklahoma, 1996). 

The exterior of the building was predominately beige concrete. On the north 

side, glass served as the exterior walls for floors 3 through 9. The rear entrance was 

located on the north side of the building and accessed the first floor. The building's main 

entrance was located on the south side and provided access directly to the second floor. 

A large plaza area surrounded the front of the building on the south side. It was 

landscaped with numerous trees, plants, seating areas for employees, and a playground 

for the daycare center. The building housed 16 federal agencies and 3 businesses, and 

employed more than 500 individuals (The City of Oklahoma, 1996). 

The Murrah Building, its parking structure, and plaza area occupied a city block. 

Surrounding streets included NW 5th Street to the north, NW 4th Street to the south, 

Robinson Avenue to the east, and Harvey Avenue to the west. Buildings in the immediate 

area included the Federal Building-Courthouse to the south, the Firs~ Methodist Church 

to the east, and St. Joseph's Old Cathedral Church and Rectory to the west. Directly to 

the north of the Murrah Building on NW 5th Street were th~ Oklahoma Water Resources 

Board Building, the Athenian Building, the Journal Record Building, and the YMCA on 

the northeast corner of NW 5th Street and Robinson Avenue (The City of Oklahoma, 

1996). 

The building housed 15 federal agencies, 3 nonfederal businesses, and employed 

more than 500 individuals. Federal agencies included: the Bureau of Alcohol, Tobacco, 

and Firearms, the Department of Agriculture, the Defense Security Service, the 

Department of Housing and Urban Development, the Department of Health and Human 
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Services; the Department of Transportation/Federal Highway Administration, the Drug 

Enforcement Administration, the General Accounting Office; the General Services 

Administration, the U. S. Secret Service, the Social Security Administration, the U.S. 

Army Recruiting Battalion, U.S. Marine Corps Recruiting, the U.S. Customs Service, and 

the Veterans Administration. Also located in the building were the Federal Employees 

Credit Union, the America's Kids Child Development Center, and Raymond's Place snack 

bar. At the time of the blast, it was estimated that 391 individuals were in the Murrah 

Building and another 16,000 were in the downtown area (Mallonee et al., 1996; ODCEM, 

1996; Oklahoma Department of Mental Health and Substance Abuse Services, 1998). 

April 19, 1995 

Around 9:00 a.m. Central Standard Time (CST) on April 19, 1995, a Ryder truck 

containing a 4,800 pound ammonium nitrate fuel oil bomb was parked in a loading zone 

at the rear entrance of the Alfred P. Murrah Federal Building on NW 5th Street (FBI, 

2000; The City of Oklahoma City, 1996). At 9:02 am CST the bomb exploded on the 

north side of the building. The force of the explosion traveled upward and inward 

destroying two essential structures, a transfer beam supporting the north upper floor 

columns and an interior column. The essential design of the building was based on 

vertical columns and horizontal beans supporting each other and the concrete floors. 

Once the support structure was destroyed the second through ninth floors on the north 

side, initially went upward, then came crashing down to the street level, pancaking on 

top of one another (ODCEM, 1996). Concrete, steel, wires, strands of re-bar, office 

furniture, building equipment, and other debris hung precariously from areas that had 

not collapsed. Live electrical wires lay haphazardly all over the building, and broken 

water pipes sent water flooding in the lower level of the building posing drowning risks 
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for those trapped below (The City of Oklahoma City, 1996). In the end, approximately 

one-third of the north side of the building was destroyed and laid in a pile of rubble 

about 35-feet high. A 30-foot wide by 8-foot deep crater existed at the location of the 

bomb detonation (ODCEM, 1996; The City of Oklahoma City, 1996). 

In addition to the destruction of the Murrah Building, over 300 surrounding 

buildings were damaged. Within a 16-block radius, cars were overturned, others were set 

on fire causing secondary gas tanks and tires to explode, buildings doors were blown off 

hinges, and windows were shattered causing glass laceration injuries in a ten block 

radius (Irving, 1995; ODCEM, 1996; The City of Oklahoma City, 1996). Smoke, dust, and 

debris went billowing up in the air only to come crashing down. People came out of 

buildings shaken, confused, and bleeding from lacerations caused by flying glass 

(ODCEM, 1996; The City of Oklahoma City, 1996). Others were trapped in the buildings 

immediately surrounding the blast location, covered with debris where they waited to be 

freed from the rubble. The explosion was reported to be felt and heard over 55 miles 

away (The City of Oklahoma, 1996). The blast measured approximat~ly 3.0 on the 

Richter scale on seismometers located at the at the Science Museum Oklahoma 4 miles 

away and in Norman, Oklahoma 16 miles away (Holzer et al., 1996). 

Over 324 surrounding buildings were damaged with the severest damage 

occurring to the buildings closest to the Murrah Building. These included the Water 

Resources Board Building, the Athenian Building, and the Journal Record Building to 

the north. The First Methodist Church and the YMCA Building to the east; the Federal 

Building-Courthouse and the Post-Office Courthouse to the south; and the St. Joseph's 

Catholic Cathedral and Rectory, and U.S. Postal Substation to the west. Extensive 

structural damage also occurred to the twenty-four story Regency Tower Apartments 
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located one block northwest (FBI, 2000; ODCEM, 1996; The City of Oklahoma City, 

1996). Over 7,000 employees lost their workplaces, more than 400 were left homeless, 

and numerous offices in downtown Oklahoma City were closed (FBI, 2000; Oklahoma 

Department of Mental Health & Substance Abuse Services, 1998). Cost estimated for the 

damages were around 6.5 million (ODCEM, 1996; The City of Oklahoma City, 1996) 

At the time of the blast, 361 individuals were in the federal building, 538 

individuals in the 4 adjacent buildings, and 378 individuals located in surrounding 

buildings and outdoors (Mallonee et al., 1996; ODCEM, 1996). Injury to individuals was 

significant; of the 1277 people exposed to the blast, 167 individuals were killed (plus 3 

unborn children), 1 rescue worker was killed by falling debris, 592 were injured and 518 

received minor injuries not requiring medical treatment at the time (Mallonee et al., 

1996). The most frequent cause of injury was attributed to glass, either flying glass or 

falling on broken glass; falling ceiling tiles, ductwork, light fixtures, and debris was the 

next reported cause of injuries; and being blown or pushed against an object by the force 

of the blast was also cited as a major cause of injuries (Mallonee et al., 1996; Shariat, 

Mallonee, & Stephens-Stidham, 1998). The explosion was estimated to have caused at 

least $652 million worth of damage (FBI, 2000 ). 

Those killed _included 163 who were in the Alfred P. Murrah Federal Building, 

plus 2 people in the Athenian Building, 2 people in the Oklahoma Water Resources 

building, and 1 rescue worker killed by falling debris (Mallonee et al., 1996; ODCEM, 

1996). Of the 163 individuals killed in the federal building, 118 worked in the Murrah 

Building, 19 were children (15 in the daycare center and 4 visiting the building with 

adults), 24 adult visitors in the building, and 1 company representative making deliveries 

to the building (ODCEM, 1996). 
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Fatalities by agencies and businesses within the Murrah Building included the 

Department of Agriculture (7), the Defense Security Service (5), the Department of 

Housing and Urban Development (35) , the Department of Transportation/Federal 

Highways (11) , the Drug Enforcement Administration (5 plus 1 unborn child), the 

General Services Administration (2), the U.S. Secret Service (6), the Social Security 

Administration (16 employees and 24 customers), the U.S. Army Recruiting Battalion 

(7 employees and 1 visitor) , U.S. Marine Corps Recruiting (2), the U.S. Customs Service 

(2), the Federal Employees Credit Union (18 employees and 3 customers, plus 2 unborn 

children), the America's Kids Child Development Center (3 employees and 15 children), 

and 1 individual making a delivery to the federal building (ODCEM, 1996; USA Today, 

2001) . 

Rescue Efforts 

Rescue efforts began almost immediately after the blast including a large number 

of employees on-site and civilians in the immediate area. Emergency personnel included 

individuals from hospitals, law enforcement agencies, fire departments, and other 

emergency groups. Rescue efforts were temporarily interrupted by a bomb threat around 

10:30 in the morning, reqµiring all rescue workers to evacuate the building. Some 

resisted leaving because they were extricating survivors. One group was able to free a 

woman trapped by concrete before leaving whereas another group had to leave trapped 

survivors, promising they would return as soon as possible. Within an hour, rescue 

workers were able to return inside the building. A rescue worker heard muffled sounds in 

the building around 7: oo pm that evening. After three hours of digging and removing 

debris, the last survivor, a fifteen-year-old girl, was carried from the building (ODCEM, 

1996). 
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Thousands of individuals participated in the rescue and recovery efforts of the 

Murrah Building. Rescuers included firefighters from towns within the state and 

numerous other fire departments from across the nation. Other individuals included 

police officers, Tinker Air Force Base personnel, Oklahoma National Guard, construction 

workers, federal agency personnel, and the American Red Cross Volunteers. Eleven 

Urban Search and Rescue Task Forces were activated by the Federal Emergency 

Management Agency (FEMA) resulting in over 665 rescue workers responding to the site 

(FBI, 2000 ). Only 1 rescue worker was killed early in the rescue efforts when a nurse 

went into the building and was hit in the head from concrete falling from above. Another 

57 rescue workers were treated for injuries, which were primarily laceration related 

injuries (FBI, 2000; ODCEM, 1996). 

Rescue efforts continued for 16 days, ending on April 30th even though no 

additional survivors had been found since the evening of the April 19th. With increasing 

concerns for the safety of the rescuers and the instability of the remaining structure of 

the building, the decision was made to stop the rescue efforts. On May 1st work then 

focused on recovering the remaining bodies. The recovery efforts ended at 12:05 am CST 

on May 5th when it became evident that recovery of the three remaining bodies was 

becoming far too dangerous for the recovery workers. The control of the building and 

surrounding perimeter was turned back over to GSA, who then provided security to the 

area (ODCEM, 1996). On May 6th families, close friends, and coworkers of the victims 

were invited to the site. A second memorial service was arranged on May 14th for those 

who had worked in the building and their families. On Tuesday, May 23~d at 7:02 am 

CST, the Alfred P. Murrah Federal Building was imploded by Controlled Demolition, Inc: 

Thousands of people including survivors, families, and friends watched as the 
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remaining structure of the building crumbled to the ground within seconds. Later that 

day, work began on recovering the remaining victims. The final two victims were located 

on May 29 along with a third person who had been a visitor at the Credit Union on the 

day of the explosion (ODCEM, 1996). For the next several days trucks hauled rubble and 

debris from the site. Even after the events of 9/11, the bombing of the Alfred P. Murrah 

Federal Building in downtown Oklahoma City on April 19, 1995 still remain the worst 

domestic terrorist attack on U.S. soil (FBI, 1997 Shariat, Mallonee, & Stephens-Stidham, 

1998). It exemplified many of the FBI's (2000, 2002, 2006) major trends for domestic 

terrorism. It occurred on U.S. soil in a downtown metropolitan area, and produced mass 

destruction of a government facility that housed civilian and commercial entities and 

surrounding private sector buildings. In addition, it was perpetrated by domestic home

grown right-wing terrorists who used a bomb as their method of destruction and resulted 

in more deaths and injuries of a civilian population than had ever occurred before on 

U.S. soil. In the end 168 people died, 1,110 were injured, 7,000 lost their workplaces, and 

another 400 were left homeless (FBI, 2000, 2002, 2006; Mallonee et al., 1996; ODCEM, 

1996). 

Impact to GSA 

Thirty-six GSA employees were assigned to Oklahoma City: 18 in the Murrah 

Building, 13 in the Federal Building-Courthouse, and 5 at the GSA Motor Pool Facility at 

2800 S. Eastern Avenue. At 9:02 am CST, 14 of the 18 employees assigned to the Murrah 

Building were in the building, as well as the 2 Regional Office employees. GSA lost 2 

employees, and a GSA employee, lost a sister, who worked for the U.S. Secret Service. In 

addition, a former GSA employee who had previously worked for the GSA Fort Worth 



Regional Counsel's Office who was employed with HUD was also killed (GSA Today, 

1995). 

Rescue efforts began immediately, with many of GSA employees from the Murrah 

Building as well as those from the Federal Building-Courthouse providing assistance. 

Many worked tirelessly, assisting in the rescue and recovery efforts, supporting each 

other, and providing information to search and rescue teams regarding the building floor 

plans and electrical and mechanical systems, as well as locations of occupants in the 

building. Others assumed the challenges of dealing with injuries received from the 

bombing, and all mourned the loss of two coworkers (GSA Today, 1995). 

Within hours of the bombing, GSA Fort Worth employees arrived in Oklahoma 

City and established two emergency groups in response to the disaster. One group was in 

charge of providing logistical support to FEMA, the Department of Justice, and other 

Federal agencies that were responsible for responding to the Presidentially declared 

disaster. They established a Disaster Field Office (DFO) at 420 W. Mains Street in 

Oklahoma City (ODCEM, 1996). The second group was responsible for GSA operations 

and they established a Command Center at the Medallion Hotel in downtown Oklahoma 

City. They were responsible for re-establishing federal operations after the bombing. 

Work involved identifying and leasing replacement office space for displaced federal 

agencies (short- and long-term needs), procuring office equipment and supplies, re

establishing telecommunications for impacted agencies, assessing operating systems in 

the Murrah Building, and assessing and repairing damages in the two federal building 

located next to the Murrah Building. 

GSA employees were also involved in the rescue and recovery efforts, providing 

information on the building floor plans, electrical and mechanical systems, and agency 
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occupants. Discussions with state and city officials as well as engineers ensued to 

determine the best course of action for the remaining building structure. The final 

decision was made to implode the building. Prior to the implosion, each floor was cleared 

of personal items, office equipment, files, and the remaining 22 pieces of artwork that 

existed within the building. In all, over $30 million dollars was spent by GSA for 

supporting and relocating federal offices, demolishing the Murrah Building, and 

repairing the Federal Building-Courthouse and Post Office-Courthouse building (GSA 

Today, 1995). 

Summary 

This chapter presented a review of the literature in five relevant areas: stress, 

workplace stress, family stress theory, terrorism, and the bombing of the Alfred P. 

Murrah Federal Building. In the area of stress it was important to understand how 

individuals deal with stress and its potential impact on individuals in normative and 

non-normative situations. Aspects of workplace stress were also reviewed as it related to

the civilian labor force, str~ss in the workplace, spillover stress, cost of workplace stress, 

and terrorism as related to workplace violence. The Family Stress Theory was discussed 

in regards to stress and families, and why families differ in their response to stress when 

confronted with similar experiences. In order to understand the impact of a terrorist 

event on individuals that are not initially impacted by the event, but become involved 

due to the assignment of work, it was helpful to understand terrorism, therefore 

information about the history of terrotism was presented along with information about 

international terrorism, domestic terrorism, terrorist statistics for the United States and 

the future of terrorism. A final review of the literature related to the bombing of the 

Alfred P. Murrah Federal Building was discussed. 
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CHAPTER III 

METHODOLOGY 

This chapter discusses the research design and procedures used in this study. 

Information regarding the research strategy, setting, sampling method, and protection of 

participants are presented. Other components include instrument design, procedures, 

data analysis, role of the researcher, and trustworthiness. The purpose of this study was 

to explore the experiences of GSA employees involved in the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building in Oklahoma City. 

A qualitative research methodology combined with a phenomenological research 

strategy provided the researcher an opportunity to understand the unique phenomenon 

experienced by the GSA employees. 

Research Design 

A qualitative metho.d combined with a phenomenological research strategy 

employing retrospective, in-depth interviews provided the researcher ~n opportunity to 

gain insight into the personal experiences of individuals involved in the re-establishment 

of federal operations after the bombing in Oklahoma City. Denzin and Lincoln (2008b) 

indicated that both qualitative and quantitative researchers are interested in an 

individual's point of view; it is the qualitative researcher who is better able to document 

the participant's perspective because extensive interviewing and observation procedures 

are utilized. Ambert, Adler, Adler, andDetzner (1995) identified five goals of qualitative 

research which again focus on the individual's perspective. The goals included_: 



( a) depth rather than breadth, (b) discovery of reasons and meanings associated with an 

individual's behavior, thoughts, and perceptions, (c) discovery of the various inter

relationship processes, ( d) discovery of information versus confirmation, and 

(e) enhancement of theory development by repeated conceptualizations and 

observations (Ambert, Adler, Adler, & Detzner, 1995). 

In order to achieve the researcher's goal of discovering and understanding 

participants' perspectives, insights, and meaning related to their involvement in this 

particular phenomenon, comprehensive, face-to-face interviews with open-ended 

questions averaging one hour were dedicated for each individual. An interview protocol 

was utilized to ensure standard questioning and consistent sequencing of questions for 

each participant, while allowing them to tell their story in their own words. Participant 

interviews were audio recorded and the audio recordings were transcribed verbatim. 

Field notes were taken to capture the researcher's thoughts, feelings, insights, and 

observations that occurred during the interview phase. Content analysis of the data 

gathered from interviews with the participants focused on identification of patterns and 

major themes. 

The study utilized a purposive non-random, sampling method to recruit a total of 

11 individuals from an initial list of potential participants involved in the re

establishment of federal operations after the bombing. The researcher also identified her 

personal biases in an attempt to bracket her own experiences. The goal was to 

consciously understand the experiences of the participants apart from the research, yet 

recognize that the researcher's perspectives and values were an important aspect to the 

research (Ambert, Adler, Adler, & Detzner, 1995; Creswell, 2009; Denzin & Lincoln, 

2008b) . Thus a qualitative research design with its defining attributes aligned with the 
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study's goals of understanding the unique experiences of the individuals, ensuring 

adequate time was given to interact with participants in order to capture the meanings 

they associated with their experiences, bracketing of the researcher's experiences and 

identifying personal biases, and analyzing data to gleam patterns, relationships, and 

themes from those discussions (Ambert, Adler, Adler, & Detzner, 1995; Babbie, 2009; 

Creswell, 2009; Denzin & Lincoln, 2008b). 

Research Strategy 

Within the field of qualitative research there are various philosophical 

orientations, approaches, paradigms, perspectives, inquiry strategies, etc. , researchers 

use to frame their investigations. Regardless of the terminology used, the research 

strategy selected will guide the research. For the purposes of this study, the research was 

guided by a phenomenological inquiry strategy which focused on desc_ribing and 

understanding the meaning of a lived event (phenomenon) that individuals have 

experienced (Creswell, 2009; Denzin & Lincoln, 2008b; Ma.xwell & Loomis, 2003). 

Creswell (2009) identified the meanings that individuals give to their world and lives are 

subjective, diverse, and complex. The goal of the researcher is to rely upon the 

individuals' subjective meanings of the phenomenon being studied (Creswell, 2009). 

According to Denzin and Lincoln (2008b) phenomenological analysis is focused 

on understanding what composes our everyday world and how we interpret our own 

actions and those of others as meaningful. Similarly, Ambert, Adler, Adler, and Detzner 

(1995) identify phenomenology as a research strategy used to gain insight into ordinary 

life events by analyzing information obtained from individuals based on their socially 

constructed realty. Research characteristics associated with phenomenological inquiry 

often includes a smaller number of participants, prolonged interactions to provide 
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sufficient time to identify patterns and relationships, and bracketing of the researcher's 

experiences so that she or he can understand the experiences of the participants 

(Ambert, Adler, Adler, & Detzner, 1995; Creswell, 2009; Denzin & Lincoln, 2008b). 

Thus, phenomenological inquiry strategy focuses on how individuals define the 

situation from their perspective which encompasses their attitudes, beliefs, and values, 

as well as the meaning they assign to their experience ( Creswell, 2009; Denzin & 

Lincoln, 2008b ). This approach provided the researcher an opportunity to interact with 

participants as they described their experiences and gain understanding of the meanings 

that participants associated with this experience constructed through their subjective 

evaluation of the experience and their interactions with others. In this study the 

phenomenon that was explored was the experiences of GSA employees involved in the 

re-establishment offederal operations after the bombing of the Alfred P. Murrah Federal 

Building in Oklahoma City. 

Research Setting 

GSA was established in 1949 by President Harry Truman under the Federal 

Property and Administrative Services Act (GSA, 2009a). Its creation was the result of the 

Hoover Commission's recommendation to eliminate duplication, reduce costs, and 

improve the efficiency of the administrative functions within the federal government by 

consolidating several smaller agencies such as the Federal Works Agency with its Public 

Buildings Administration, the National Archives Establishment, the War Assets 

Administration, the Bureau of Federal Supply, and the Office of Contract Settlement 

from the Treasury Department into one centralized agency (_GSA, 2008). 

GSA's original mission involved procuring supplies and workspaces for federal 

employees; managing and storing government records; disposing of surplus government 
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property as well as war goods; stockpiling strategic wartime supplies; and handling 

emergency preparedness. Today, GSA provides workspaces to more than one million 

federal civilian workers, operates and manages federal facilities and assets through its 

Public Buildings Service (PBS), acquires needed goods and services from the private 

sector for other federal entities through its Federal Acquisition Service (FAS), distributes 

information for the general public via the Consumer Information Center, now the 

Federal Citizen Information Center in Pueblo, CO,, maintains the federal government's 

official web portal, USA.gov, and provides other services in support of the President's 

initiatives and programs (GSA, 2009a). 

Approximately 12,000 full-time employees work nationwide in one of GSA's 11 

regional offices and its national office. These offices are located in Atlanta, Auburn 

(Washington), Boston, Chicago, Denver, Fort Worth, Kansas City, Philadelphia, New 

York, San Francisco, and Washington, DC. GSA's operating budget for fiscal year 2008 

was $26.3 billion, of that 98.1% came from the -services provided by GSA and 1.9% from -

congressional appropriations. GSA manages federal assets worth $500 billion and 

manages 8,600 federally owned and leased facilities which house one million federal 

employees nationwide (GSA, 2009a). 

The Greater Southwest Region is located in Fort Worth, Texas, and employs 

approximately 1,200 employees who provide services and products to over 100,000 

federal employees located in Arkansas, Louisiana, New Mexico, Oklahoma, and Texas. 

PBS, a major service component of GSA, has a workforce consisting of 600 employees 

who are responsible for managing approximately 372 federally owned and 1000 leased 

facilities, comprising over 33 million square feet of property (GSA, 200gb). Major 

customer agencies include the Judiciary, Internal Revenue Service, U.S. Homeland 
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Security, Customs and Border Protection, Social Security Administration, and the 

Federal Bureau of Investigation. PBS's regional operating budget is $800 million and the 

operating budget for the American Recovery and Relief Act was $162 million (GSA, 

2009b) . 

Nine of the eleven interviews were conducted in a conference room in the Fritz G. 

Lanham Federal Building located at 819 Taylor Street in Fort Worth, Texas. The 

conference room was small and allowed for quiet, uninterrupted conversations since it 

was located in an area that few building occupants visit. Two participants requested to 

use another meeting location for their interviews, which was agreed upon by the 

participants and researcher. Every effort was taken to ensure the privacy and comfort of 

all the participants. 

Population and Sampling Method 

A purposive non-random sampling of potential participants was used for this 

study. An agency approval letter (Appendix A) was obtained from the GSA, Greater 

Southwest Region, Public }3uildings Service for conducting interviews with GSA 

employees in the Fritz G. Lanham Federal Building prior to the recruitment of 

employees. After all appropriate approvals were received, recruitment emails 

(Appendix B) were electronically distributed to current and former GSA employees 

who were identified in a GSA internal document, GSA Today, A Special Edition, 

Oklahoma City, 1995, (GSA Today, 1995) which listed employees who were involved in 

the re-establishment of federal operations after the bombing. The researcher was 

employed with GSA at the time of the bombing and received the document when it was 

distributed by GSA in the summer of 1995 to all GSA employees. The researcher is 
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currently employed with GSA and has been in possession of the document since the 

summer of 1995. 

The first 11 individuals who agreed to participate and met the criteria identified 

for the study were interviewed. The criteria were as follows: 

• Employed with GSA on April 19, 1995. 

• A current or former GSA employee who was involved in some aspect of the 

re-establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building. 

• Self-defined as a family member. 

These criteria represent a work assignment involving white-collar employees exposed to 

a traumatic stressor event encompassing numerous activities related to the aftermath of 

the bombing. 

The selection of participants was based on a purposive non-random, sampling 

method. This sampling method is a key component of qualitative research in which the 

goal is to purposefully select participants that could best aid the researcher in 

understanding the phenomenon being studied (Creswell, 2009). Babbi_e (2009) 

identified purposive sampling as a form of nonprobability sampling in which the 

researcher selects participants based on the researcher's determination of which 

individuals will be most valuable to the study. Kemper, Stringfield, and Teddlie (2003) 

also identify nonprobability sampling or purposive sampling as a method in which the 

researcher has a specific rationale or c'riterion for selecting participants versus the use of 

simple random sampling. They furthered discuss that the aim of this form of sampling is 

to ensure the selection of participants that will provide the most data for the research 

questions being examined (Kemper, Stringfield, & Teddlie, 2003). In addition, purposive 
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sampling is used to minimize the sample size in a non-random manner in order to select 

only those cases that best exemplify the research questions and allow for in-depth study 

(Kemper, Stringfield, & Teddlie, 2003). Creswell (2009) also discussed the use of small 

sample numbers for purposeful sampling and data collection achieved through long 

interviews. Thus the selection of participants for this study was 11 to allow for 

comprehensive face-to-face interviews using the criteria discussed. 

Protection of Human Participants 

To ensure the protection of the part~cipants in this research, the study was 

conducted in accordance with the policies and procedures of the Texas Woman's 

University (TWU) Institutional Review Board (IRB). Approvals were obtained by the 

TWU's IRB, Graduate School, and Agency prior to data collection. Participants' rights 

were protected by discussing with them the purpose and information ~elated to the 

study, encouraging questions, providing answers, and ensuring individuals were 

adequately informed to give consent to participate. 

Participants were informed of their rights to voluntarily withdraw at any time 

without any penalty and that they could turn off the audio recorder at any time. Each 

participant was assured of confidentiality to the extent allowed by law and asked to sign 

an informed consent form, Consent to Participate in Research (Appendix C), for their 

information to be used in this study and to have their interviews audio recorded. 

Participants were also provided with business cards for the GSA's Employee Assistance 

Program (EAP) as well as a list of counseling resources (Appendix D) which they could 

contact if needed. 

Anonymity and confidentially of the participants was protected by the · 

assignment of alpha-numeric codes. Participant names' only appeared on the consent 
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forms (Appendix C), which were initially kept in a locked file cabinet at the researcher's 

home and were turned in to the TWU IRB at the completion of the study. No identifying 

information appeared on any other documents, (i.e., transcripts, demographic surveys, 

researcher's journal, etc.). Audio recordings, hard copies of the transcriptions, 

demographic surveys, the computer external storage drive containing the transcription 

files, and the researcher's field notes were stored in a separate file cabinet in the 

researcher's home. The audio recordings and the computer external storage drive 

containing the transcribed text files will be erased and destroyed two years after the 

completion of the study. Electronic copies will be deleted and hard copies of the 

transcriptions, demographic surveys, and the researcher's journal will be shredded two 

years after the completion of the study. Two peer reviewers reviewed the written 

interview transcripts during the data analysis stage to ensure credibility and accuracy of 

key phrases and themes, but they did not have access to the participants' real names or 

any other identifiable data. 

Instrument Design 

The researcher created an interview protocol (Appendix E) which included semi

structured interview questions, potential follow-up questions, and potential prompts to 

use in the study. The use of an interview protocol ensured consistency in the wording 

and sequencing of questions (Johnson & Turner, 2003). Open-ended questions provided 

the participants with an opportunity to fully share their experiences as well as their 

thoughts and feelings surrounding each question (Babbie, 2009). Potential follow-up 

questions and potential prompts were also developed to use _as needed either to obtain 

more detailed information, to elicit clarification, or encourage a further response 

regarding a participant's initial response (Creswell, 2009). 
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The following research questions were addressed: 

I. What were the experiences of the GSA employees involved in the re

establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building? 

II. What were the perceptions of the GSA employees; the stressors they experienced; 

the resources they used to assist them in handling the stressors; and the coping 

strategies utilized to adjust to their experiences associated with their work 

assignment? 

III. What was the impact to the employee's family, as perceived by the GSA employee, 

during this experience? 

Participants also completed a researcher-created demographic survey 

(Appendix F) to gather additional information on the sample population. Requested 

information included such items as the participant's gender, ethnicity, religious affiliation, 

level of education, marital status, number of children, overall quality of family 

relationships, and organiza.tional status. This information was requested for present day 

as well as for the time of the event. 

Procedures 

Recruitment emails were distributed to potential participants, which included a 

description of the study, its purpose, criteria for participation, and contact information. 

Based on interest generated from the initial recruitment email, potential participants 

were subsequently contacted to further explain the study and answer any questions. The 

first 11 individuals who agreed to participate in the study and met the study' s criteria 

were interviewed. A date and time was scheduled for each interview in a conference 

room of the Fritz G. Lanham Federal Building located at 819 Taylor Street in Fort Worth, 

96 



Texas. The conference room allowed for quiet, uninterrupted conversations, and 

maintained the confidentiality of the participants since it is located in an area that few 

building occupants visit. Two participants requested to use another meeting place for 

their interviews, which was agreed upon by the participants and researcher. Every effort 

was taken to ensure the privacy and comfort of the participant. 

Each participant was interviewed one time and interviews lasted between 40 to 

110 minutes, with interviews averaging around one hour in length. The desired number 

of participants was 11 since the smaller number aligned with the characteristics of 

phenomenological research and allowed for extended fact-to-face interviews (Creswell, 

2009). 

At the beginning of each interview, participants were thanked for their 

willingness to participate, provided with a cold bottle of water, explained the purpose of 

the study, informed they could withdraw at any time without any penalty, and told they 

could turn off the audio recorder at any time. Participants were provided with business 

cards for the GSA's Employee Assistance Program (EAP) as well as a list of counseling 

resources (Appendix D) which they could contact if needed. Participants were asked if 

they had any questions thus far regarding the study. 

Each participant was assured of confidentiality and asked to read the consent 

form. The researcher asked them if they had any additional questions prior to signing the 

consent form (Appendix C). Two copies of the consent form were signed by the 

participant and the researcher; one copy was provided to the participant arid the second 

copy was initially retained by the researcher and later turned over to TWU's IRB at the 

completion of the study. On the retained consent form, the researcher assigned an alpha

numeric code which was used on all additional documents related to the participant. Any 
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participant interested in receiving a summary of the study results was asked to provide 

either an email or street address. 

The researcher turned on the audio recorder and began the interview protocol 

(Appendix E) using follow-up questions and prompts when needed. Field notes were 

taken to capture the researcher's thoughts, feelings, insights, and observations that 

occurred during the interview phase. Demographic information (Appendix F) was also 

collected for the purposes of further describing the sample population. At the conclusion 

of the interview, the researcher thanked participants for their cooperation in the study 

and asked the participants if they had any additional questions or concerns. After each 

interview, the researcher made field notes noting observations, thoughts, and feelings 

associated with the interview. Table 1 lists the research questions and related interview 

questions that were used in the study. 

Table 1 

Research Questions and Related Interview Questions 

Research uestions 

I. What were the 
experiences of the 
GSA employees 
involved in the 
re-establishment of 
federal operations 
after the bombing of 
the Alfred P. Murrah 
Federal Building? 

Interview uestions 

1. How were you selected to assist in re-establishing federal 
operations in Oklahoma City and what was your role? 

2. Tell me about your experiences in re-establishing federal 
operations after the bombing? 

3. Can you describe what your work day was like? How was 
it similar or different from a typical work day? 

4. How much exposure did you have to the Murrah Building 
(visit the site, media exposure, etc.)? 

5. What were the most challenging aspects of your 
experience? 

6. What were the most rewarding aspects of your 
experience? 

7. What lessons did you learn from your experiences that 
you would like to share with others who might be 
involved in a similar situation in the future? 

(continued) 
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Table 1 ( continued) 

Research Questions and Related Interview Questions 

Research uestions 

II. What were the 
perceptions of the 
GSA employees; the 
stressors they 
experienced; the 
resources they used to 
assist them in 
handling the 
stressors; and the 
coping strategies 
utilized to adjust to 
their experiences 
associated with their 
work assignment? 

III. What was the 
impact to the 
employee's family, as 
perceived by the GSA 
employee, during this 
experience? 

Interview uestions 

8. What were your initial perceptions regarding your work 
assignment? 

9. Did your perceptions regarding your work assignment 
change over time? If so, how or why? 

10. What were the stressors you encountered during this 
experience? 

11. What resources (personal, family, social support, 
organizational) assisted you in handling these stressors? 

12. What did you find most helpful in coping with this work 
assignment? What was least helpful? 

13. If you were selecting employees to be involved in a 
similar situation, how would you select them, prepare 
and/ or equip them? 

14. What was your family's perception of this experience? 
15. What stressors did your family encounter during this 

experience? 
16. What resources (personal, family, social support, 

organizational) assisted your family in handling these 
stressors? 

17. What did your family find most helpful in coping with 
this experience? What was least helpful? 

18. Did any family roles and responsibilities change for you 
and your family during this experience? 

19. Is there anything else you would like to share or tell me 
about your experiences or anything we have talked about 
today? 

Data Analysis 

Creswell (2009) viewed the process of data analysis and interpretation as a 

continuous process that requires continual reflection and questioning of the data in an 

effort to understand and interpret its meaning. It involved (a) assembling and arranging 

the text for analysis, (b) attaining a general awareness of the information and reflecting 
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on its meaning, (c) identifying major topics and assigning codes, (d) reducing major 

topics into a smaller number of categories, (e) deciding on final coding, (f) conducting 

the analysis, and (g) recoding if necessary (Creswell, 2009). 

For this study, the researcher utilized the guidelines identified by Creswell (2009) 

to ensure a systematic process for analyzing the textual data. The first step in the analysis 

of the data collected from the interviews was to listen to the audio recordings and 

transcribe them verbatim after the interviews were completed. This task was 

accomplished by the researcher in order to maintain confidentially of the participants 

and increase the researcher's familiarity with the data. After transcribing of the audio 

recordings, the written transcripts were reviewed while listening to the audio recordings 

to ensure accuracy between the transcript and audio recordings. The transcripts as well 

as journal notes taken at the time of the interviews were reviewed numerous times for 

the purpose of gaining an overall impression of the data collect~d. 

Next the researcher analyzed each transcript to identify significant comments, 

phrases, and patterns that emerged from each participant's interview. 

Information was identified and coded on the transcript then entered into an excel 

spreadsheet for each participant. The excel spreadsheets served as an initial means of 

organizing and coding the large volume of textual data from each participant. Then using 

the excel spreadsheets and verifying against the transcripts, the researcher continued 

coding significant comments, phrases, and patterns that emerged from the data 

question-by-questions and tra~scribed the information into a journaling notebook. 'fhis 

information was then grouped into categories. Similar categories were consolidated and 

the researcher began labeling those categories with key phrases representing conc~pts 
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and ideas that emerged from the data. Key phrases were analyzed, meanings defined, 

and over-arching themes identified. 

Denzin and Lincoln (2008a) have suggested the use of multiple coders as a 

means of determining whether common constructs were identified and if multiple coders 

can consistently apply the same coding schema. They have acknowledged that the 

standards for intercoder agreement are still not well-defined, but identified agreement 

should range between 70% to 80% (Denzin & Lincoln, 2008a). Peer-reviews can also 

help to avoid potential researcher bias as well as enhance the trustworthiness by 

confirming themes identified by the researcher. In this study, two peer-reviewers were 

utilized. The researcher provided written interview transcripts; excel spreadsheets, and 

resulting coding scheme to two other researchers for peer-review. After reviews, 

discussions occurred, and agreement was reached on the resulting themes. 

Analysis also included interpretation or meaning of dat~ to allow for general 

assessments of the qualitative study in hopes that the researcher would have a better 

understanding of the experiences of the GSA employees, the stressors encountered and 

the resources utilized to cope with their work assignment, and the impact to their 

families, as perceived by the employees. Themes were reviewed and evaluated in 

relationship to the research questions as well as to those found in the related literature 

and are discussed in chapter five. 

Anonymity and confidentially of the participants was protected by the 

assignment of alpha-numeric codes. There was no identifying information that app~ared 

on the transcripts or demographic survey. Demographic information was analyzed using 

descriptive statistics and to provide a description of the sample participants in the study. 
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The researcher and her advisor were the only individuals to have access to 

identifying information. The consent forms were the only documents that contained the 

participants' names and alpha-numeric codes. They were initially kept in a locked file 

cabinet at the researcher's home and later turned in to TWU's IRB at the completion of 

the study. Additional items that were locked in a separate file cabinet at the researcher's 

home included audio recordings, transcripts, and the researcher's journal/field notes. All 

materials, both electronic and hardcopies will be destroyed two years after the 

completion of the study. The participants' confidentiality was protected at all times in the 

research process and no identifying information was included in the presentation of 

data. 

Role of the Researcher 

The literature revealed numerous perspectives regarding the role of the 

researcher in qualitative research. The researcher's role can raJ:?.ge from an observer or 

participant and his or her behaviors and interactions with participants can leads to 

insight or bias regarding the research under study (B.abbie, 2009; Creswell, 2009;· 

Denzel & Lincoln, 2008b). Babbie (2009) mentioned that traditionally there was an 

emphasis on the objectivity of the researcher's role; however today's social scientists are 

realizing the benefits of researchers with insider knowledge. Ambert, Adler, Adler, and 

Detzner (1995) acknowledged both benefits and concerns associated with having a 

relationship between the researcher and his or her participants. They identified the 

benefits of qualitative research to include the researcher's closeness to the data rath.er 

than detachment from it, his or her ability to experience empathy and communicate 

more profoundly, and an opportunity to gain information about unseen behaviors, 
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feelings, and emotions that might otherwise not be revealed (Ambert, Adler, Adler, & 

Detzner, 1995). 

On the other hand, there is concern of the researcher casting aside her or his role 

and becoming an advocate, potentially invading the participants' privacy, or constructing 

or reconstructing what the participants said or did (Ambert, Adler, Adler, & Detzner, 

1995). According to Denzin and Lincoln (2008b) reflexivity offers the researcher a 

process in which she or he can identify her or his own narrative, personal investment in 

the research, and personal biases as well as relevant experience. Creswell (2009) also 

noted that when a researcher recognized the connection between her or his personal-self 

and research-self, she or he can acknowledge the biases, values, and interests the 

researcher brings to the investigation. Because researchers play an important role in 

qualitative research it is essential for them to identify their personal history, investment, 

connectedness, and potential biases as it relates to the study (Creswell, 2009; Denzel & 

Lincoln, 2008b). The personal reflections of the researcher are found in Appendix G. 

Trustworthiness 

The issues of validity and reliability in qualitative research are discussed by 

various researchers, each with a slightly differing perspective. According to Babbie 

(2009) field research tends to provide greater validity than experimental and survey 

measurements, however the question of reliability hinges on dependability and if the 

researcher conducted the interview multiple times it is not definitive that the same 

information or interpretation would result. Creswell (2009) stated that validity, rather 

than reliability and generalizability, plays a more substantial role in qualitative research. 

He further clarifies that validity in qualitative research is used to determine whether the 

findings faithfully reflect the perspective of the participant, or the researcher, or the 
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reader of an account (Creswell, 2009). Other terms utilized in qualitative research 

reflecting this concept include credibility, authenticity, trustworthiness, etc. ( Creswell, 

2009). 

Johnson and Turner (2003) identified valid research as high quality research that 

is believable, probable, trustworthy, and therefore defensible. They use the words 

validity and trustworthiness synonymously and state that validity /trustworthiness 

should be demonstrated at every phase of the research. Thus ensuring that practitioners, 

academics, or other experts examining the research find that both the study and the 

results are representative of the phenomenon studied (Johnson & Turner, 2003). 

Denzin and Lincoln (2008b) suggested triangulation as an alternative to validity 

which involved the use of multiple methods for capturing the in-depth understanding of 

the phenomenon being studied. Denzin and Lincoln (2008b) further commented that 

triangulation, as an alternative to the quantitative goals of validity and reliability 

provides trustworthiness, rigor, transferability, credibility, and confirmability. These 

multi-faceted dimensions help to establish a sense of trust in the results of the study and 

provide researchers with various methods, procedure·s, and processes as they search for 

the truth to the answers of their research questions. 

Ambert, Adler, Adler, and Detzner (1995) also mentioned the use of multiple 

methods in qualitative research to give strength to its validity. They identified various 

methods such as multiple data gathering or triangulation as a means of checking the 

validity of the researcher's interpretation of the data, depth associated with qualitative 

research, data cross-check, intercoder reliability checks, thick descriptions of diverse 

realities, and observations (Ambert, Adler, Adler, & Detzner, 1995). Similarly, Johnson 

and Turner (2003) stated that the validity /trustworthiness of a qualitative research can 
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be enhanced by employing a fundamental principle: mixing differing methods so that the 

strengths of each method are complimentary and that any weaknesses are non

overlapping (Johnson & Turner, 2003). 

Creswell (2009) also suggested employing multiple strategies to verify the 

accuracy of a researcher's findings, such as bracketing one's beliefs as a means of 

clarifying the researcher's biases; triangulation to minimize errors of having used only 

one method, data collection or procedures; extensive time spent in the field to 

comprehend the phenomenon; peer debriefing to increase the accuracy of the account; 

utilizing extensive descriptions to communicate the findings; member-checking to 

determine the exactness of the findings; employing an external examiner to review the 

complete project; and presenting divergent information that runs counter to ideas 

identified. 

In this study various strategies were used throughout to ensure the 

trustworthiness and accuracy of the findings. In addition to the actual audio recordings 

and the transcriptions of the audio recordings, the researcher also kept a journal to 

capture observations and notes regarding the study. The journal also served as a method 

of reflexivity for the researcher to capture her thoughts, feelings, values, biases, as well as 

afforded an opportunity to evaluate her role in the research process and assess her 

impact on the study (Creswell, 2009; Denzin & Lincoln, 2008b). Creswell (2009) 

advocated the use of reflective notes as a means of providing the researcher with an 

opportunity to capture personal thoughts, impressions, problems, ideas, arid prejudices. 

Field notes were another method for capturing information about the study 

especially during the interview phase. Field notes were taken before, during, and after an 

interview. Prior to the interview, the researcher noted any events that had occurred 
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before the interview with the participant or if there had been interactions with the 

participant prior to the interview other than setting up the interview. Fields notes were 

taken during the interview to record the experience and note observations from the 

interview such as the participant's facial expressions, tone of voice, and body 

movements. Other notes included thoughts, feelings, ideas, or insight the researcher had 

while interviewing the participant. These might have resulted from the participant 

making a comment or statement that related to similar or different comments made by 

another participant or a "light blub" moment when a connection was made to something 

in the study. The researcher also used field notes to reflect over the interviews as they 

progressed and to record feelings experienced. The field notes supplemented the 

information obtained in the interviews and were use during the data analysis. 

Another strategy, as previously discussed, included the researcher providing 

transcripts; excel spreadsheets, and resulting coding scheme to two other researchers for 

peer-review. This was done to verify the researcher's findings and achieve agreement on 

the final interpretation of the codes, categories, and themes. 

The goal of -µsing these multiple strategies was to help minimize the errors 

associated with any one method and increased the accuracy of the findings. They also 

provided an audit trail in which other researchers could follow the researcher's path 

during the research study. The ultimate goal was to ensure that the researcher's findings 

reflected the truth in understanding the perceptions of the GSA employees regarding 

their experiences in the re-establishment of federal operations immediately after the 

bombing of the Alfred P. Murrah Federal Building; their perceptions of the experience, 

the resources they utilized to cope with their work assignment; and the impact to their 

families, as perceived by the employees. 
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Summary 

This chapter discussed the methodology employed for this research study. A 

qualitative research method combined with a phenomenological research strategy 

provided the researcher an opportunity to understand the unique experiences of the GSA 

employees involved in the re-establishment of federal operations after the bombing of 

the Alfred P. Murrah Federal Building in Oklahoma City. In-depth interviews were 

conducted utilizing open-ended interview questions that were audio recorded and later 

transcribed. Textual data was analyzed and themes identified. Confidentiality and 

protection of human rights was adhered to following procedures mandated by the TWU's 

IRB. Multiple strategies were utilized to ensure the accuracy of the findings. 
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CHAPTER IV 

RESULTS 

The purpose of this study was to explore the experiences of the GSA employees 

involved in the re-establishment of federal operations after the bombing of the Alfred P. 

Murrah Federal Building in Oklahoma City. A qualitative method combined with a 

phenomenological research strategy employing retrospective, in-depth interviews was 

used by the researcher to gather descriptive data. Chapter four reports the results 

obtained in the research study. This chapter includes three sections, sample 

demographics, research findings, and summary information. The first section provides a 

description of the demographic characteristics of the sample population. The second 

section presents the findings in relationship to the three research questions: (a) work 

experiences; (b) perceptions, stressors, resources, and coping strategies utilized by these 

employees; and (c) impact to their families, as perceived by these employees. The final 

section provides a brief summary of the sample demographics and the research fi~dings 

in this study. 

Sample Demographics 

Summaries of relevant demographic characteristics for the sample population of 

this study are presented in Tables 2 , 3, 4, and 5. A total of 11 individuals participated in 

this study. Demographic information is divided into four parts, (a) d~mographic 

characteristics specific to the participants are found in Table 2, (b) demographic 

characteristics specific to their association with GSA are found in Table 3, 

( c) demographic characteristics specific to the participants and their family 
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characteristics are found in Table 4, and ( d) demographic characteristics specific to the 

participants and their religion are found in Table 5. Demographic characteristics for all 

four areas included information for both 1995, year of event, and 2011, year of interview. 

A detailed description of these characteristics is provided below. 

Table 2 presents demographic information specific to the participants and 

includes gender, ethnicity, age, and education. The majority of the participants were 

White males. Males represented 64% of the sample (n=7) and 36% were females (n=4). 

The ethnicities represented in the sample included 82% White (n=9), 9% Black (n=l), 

and 9% Hispanic (n=l). These characteristics remained constant from 1995 to 2011. Ages 

of the participants in 1995 ranged from 28 to 57 with the mean age 41, and the mode 40. 

For 2011, the ages of the participants ranged from 44 to 73 with the mean age 57, and the 

mode 56. The highest educational level obtained by 55% of participants (n=6) in 1995 

was a Bachelor's degree, followed by 27% with some college (n=3), and 18% with a 

Masters degree (n=2). In 2011, 1 participant had obtained a Master's degree since 1995, 

changing the number from 2 to 3 or 27% with a Master's degree. 
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Table 2 

Demographics - General Characteristics 

Variable 1995 2011 

Number Percent Number Percent 
Gender 
Male 7 64.0 No No 
Female 4 36.0 Change Change 

Ethnicity 
Asian 0 0.0 
Black 1 9.0 No No 
Hispanic 1 9.0 Change Change 
Native American 0 0.0 
Other 0 0.0 
White 9 82.0 

Age 
21-30 2 18.2 0 0.0 
31-40 4 36.4 0 0.0 
41-50 4 36,4 2 18.2 
51-60 1 9.0 5 45.5 
61-70 0 0.0 3 27.3 
71-80 0 0.0 1 9.0 

Highest Educational Level 
High School 0 0.0 0 0.0 
Vocational Training 0 0.0 0 0.0 
Some College 3 27.0 3 27.0 
Bachelor's Degree 6 55.0 5 45-4 
Master's Degree 2 18.0 3 27.0 

Note. Totals may not equal 100% due to rounding. 

Table 3 presents GSA characteristics for 1995 and 2011. GSA characteristics 

include employment status, GSA service, occupation, and employment classification. In 

1995 all 11 of the participants were employed with GSA. In 2011 the majority, 82%, of the 

participants (n=lO) were still employed with GSA and 1 participant was retired and 

currently working as a contractor for GSA (9.9%). In 1995, participants were employed in 

four of GSA's primary service functions, 72.7% worked for the Public Buildings Se~ce 

(n=8), 9.1% for the Federal Supply Service (n=l), 9.1% for the Federal 

Telecommunications Service (n=l), and 9.1% for the General Management and 
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Administration organization (n=l). Changes occurring from 1995 to 2011 were the 

result of consolidating services within GSA resulting in 81.8% working for Public 

Buildings Service (n=9) and 18.2% working for the recently created Federal Acquisitions 

Service (n=2). 

In 1995, 27% of the participants were associated with building operations (n=3), 

18% with contracting (n=2), 18% with design and construction (n=2), 9% with asset 

management (n=l), 9% emergency management (n=l), 9% with real estate (n=l), and 

9% telecommunications (n=l). In 2011 of the 11 participants, 27% were associated with 

building operations (n=3), 18% with contracting (n=2), 18% with real estate (n=2), 9% 

with asset management (n=l), 9% with design and construction (n=l), 9% emergency 

management (n=l), and 9% telecommunications (n=l). Employment classification for 

1995 included 54.5% as employees (n=6), 18.2% were Branch Chiefs (n=2), 9.1% was a 

Team Leader (n=l), 9.1% was a Supervisor (n=l), and 9.1% was a Division Director 

(n=1). In 2011, 36-4% were classified as Branch Chiefs (n=4), 36-4% were Division 

Directors (n=4), 9.1% as a Supervisor, 9.1% as employee (n=l), and 9.1% as a GSA 

Contractor (n=l). 
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Table 3 

Demographics - GSA Characteristics 

Variable 1995 2011 

Number Percent Number Percent 
GSA Employment Status 
Current Employee 11 100.0 10 90.1 

Former Employee 0 0.0 1 9.9 

GSA Service 
Federal Acquisitions Service 0 0.0 2 18.2 

Federal Supply Service 1 9.1 0 0.0 

Federal Telecommunications Service 1 9.1 0 0.0 

General Mgmt. & Administration 1 9.1 0 0.0 

Public Buildings Service 8 72.7 9 81.8 

GSA Occupation 
Asset Management 1 9.1 1 9.1 

Building Operations 3 27.0 3 27.0 

Contracting 2 18.2 2 18.2 

Design & Construction 2 18.2 1 9.1 

Emergency Management 1 9.1 1 9.1 

Real Estate 1 9.1 2 18.2 

Telecommunications 1 9.1 1 9.1 

GSA Employment Classification 
Contractor 0 0.0 1 9.1 

Employee 6 54.5 1 9.1 

Team Lead 1 9.1 0 0.0 

Supervisor 1 9.1 1 9.1 

Branch Chief 2 18.2 4 36-4 
Division Director 1 9.1 4 36-4 

Note. Totals may not equal 100% due to rounding. 

Table 4 provides demographic information for the participants and family 

characteristics for 1995 and 2011 and includes marital status, the number adults living in 

the home, family dwelling, number of children, ages of children, gender of children, and 

descriptor of family relationship. In 1995, 82% of the participants were married (n=9) 

and living with their spouses. Of the remaining 2 participants, 1 was single and 1 wa.s 

divorced and both were living alone. In 2011, changes to marital status included 1 

married participant being divorced, 1 married participant being widowed, and 1 

previously divorced participant being remarried which resulted in a total of 73 % being 
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married and living with their spouses. In 1995, 91% lived in their own home (n=lO) and 

9% lived in an apartment (n=l). By 2011, all participants live in their own home. 

Number of children for participants in 1995 ranged from o to 5, with the 

majority, 36-4% having o children (n=4) followed by 27.3% having 3 children (n=3), 

18.2% having 2 children (n=2), 9.1% having 5 children, and 9.1% having 1 child. The ages 

of those children ranged from 6 months - 35 years old, with 68% ranging in age from 3 

years to 21 years old. Of the total 19 children in 1995, 63% were female (n=12) and 37% 

males (n=7). From 1995 to 2011, an additional 6 children were born to participants, 

changing the percentages of females to males 56% to 44% respectively. 

When participants were asked to describe their overall relationship with their 

family, 54.6% described it as close or good (n=6) and 45-4% described it as very good or 

great. These descriptions remained constant from 1995 to 2011. 

113 



Table 4 

Demographics - Family Characteristics 

Variable 1995 2011 

Number Percent Number Percent 

Marital Status 
Single 1 9.0 1 9.0 
Married 9 82.0 8 73.0 
Divorced 1 9.0 1 9.0 
Widowed 0 0.0 1 9.0 

Number of Adults Living in the 
Home (including participant) 
1 2 18.0 3 27.3 
2 9 82.0 7 63.6 
3 0 0.0 1 9.1 
4 0 0.0 0 0.0 

Family Dwelling 
Apartment 1 9.0 0 0.0 

House 10 91.0 11 100.0 

Other 0 0.0 0 0.0 

Number of Children 
0 4 36-4 2 18.2 
1 1 9.1 1 9.1 
2 2 18.2 3 27.3 
3 3 27.3 3 27.3 
4 0 0.0 1 9.1 
5 1 9.1 1 9.1 

Age of Children 
0-11 Months 1 5.3 0 ·o.o 

01-05 Years 1 5.3 0 0.0 
06-10 Years 3 15.8 2 8.o 
11-15 Years 4 21.0 4 16.0 
16-18 Years 4 21.0 1 4.0 
19-21 Years 1 5.3 1 4.0 
> 22 Years 5 26.3 17 68.o 

n=19 n=25 
Gender of Children 
Male 7 37.0 11 44.0 
Female 12 63.0 ·14 56.0 

n=19 n=25 
Family Relationship 
Close or Good 6 54.6 6 54.6 
Very Close or Great 5 45-4 5 45.4 

Note. Totals may not equal 100% due to rounding. 
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Table 5 provides demographic information specific to the participants and their 

religion. Questions asked were "Do you identify with a specific religion? If yes, what 

religion? If no, do you believe in some type or form of spirituality or higher power?" 

Lastly participants were asked what the degree of their religious involvement was. In 

1995, all participants identified with a specific region. Responses included 36-4% 

Catholic (n=4), 27.3% Methodist (n=3), 9.1% Church of Christ (n=l), 9.1% Lutheran 

(n=1), 9.1% Presbyterian (n=l), and 9.1% Christian (n=l). Changes occurred from 1995 to 

2011 in which 2 participants no longer identified with a specific religion (1 Lutheran and 

1 Methodist). Degree of religious involvement in 1995 ranged from limited to regular 

with 36-4% being regularly involved (n=4), 27.3% as limited involvement (n=3), 18.2% 

periodic involvement (n=2), and 18.2% as medium/moderate involvement (n=2). 

Table 5 

Demographics - Religious Characteristics 

Variable 1995 
Number 

Identity with a Religion 
No 0 
Yes 11 

Religion 
Catholic 4 
Christian 1 

Church of Christ 1 

Lutheran 1 

Methodist 3 
Presbyterian 1 
NA* 0 

*Believes in Higher Power or Spirituality 

Degree of Religious Involvement 
NA 0 

Limited 3 
Periodic 2 

Medium/Moderate 2 

Regular 4 

Note. Totals may not equal 100% due to rounding. 
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Percent 

0.0 
100.0 

36-4 
9.1 
9.1 
9.1 

27.3 
9.1 
0.0 

0.0 

27.3 
18.2 
18.2 

36-4 

2011 

Number Percent 

1 . 9.1 
10 90.9 

4 36-4 
1 9.1 
1 9.1 
0 0.0 
2 18.2 
1 9.1 
2 18.2 

1 9.1 

3 27.3 
2 18.2 

3 27.3 
2 18.2 



Research Findings 

A qualitative research method combined with a phenomenological research 

strategy provided the researcher an opportunity to understand the unique experiences of 

the GSA employees. In-depth interviews were conducted utilizing open-ended interview 

questions that were audio recorded and later transcribed. Textual data were analyzed 

following data analysis procedures suggested by Creswell (2009). The data analysis 

included a process of the researcher reading and re-reading the participants' transcripts, 

and identifying significant comments and phrases. Information was organized and 

entered into an excel spreadsheet for each participant. Then using the excel spreadsheets 

along with the transcripts the researcher continued coding significant comments and 

phrases that were present in the data question-by-question and transcribed the 

information into a journaling notebook. This information was then grouped into 

categories. Similar categories were consolidated and the researcher began labeling those 

categories with key phrases representing concepts and ideas that emerged from the data. 

Key phrases were analyzed, meanings defined, and over-arching themes identified. Sub

themes were identified where appropriate. 

In order to enhance the trustworthiness of the findings, two peer-reviewers were 

utilized. The researcher provided written interview transcripts; excel spreadsheets, and 

resulting themes to two researchers for peer-review. After reviews, discussions occurred, 

and agreement was reached on the resulting themes. Each research question with its 

accompanying theme(s) and sub-themes, and supportive data are presented. Comm_ents 

from participants are included~ identified with an alpha-numeric code, and grouped by 

themes and sub-themes. Table 6 provides an overview of the 10 themes and 29 sub

themes identified. Themes were numbered sequentially. 
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Table 6 

Overview of Research Questions, Themes, and Sub-themes 

Overview of Research Questions, Themes, and Sub-themes 

Research Question I Research Question II Research Question III 

Theme 1: Theme 2: Theme 6: 
It Was the Best of Constructive Perceptions Supportive Perceptions 
Times; It was the Most Sub-Themes: 
Stressful of Times • Initial Perceptions Theme 7: 
Sub-Themes: • Later Perceptions Family Stressors 
• Same Work ... Totally Experienced 

Drastically Different Theme 3: Sub-Themes: 
• Working on Adrenaline Stressors Experienced • Worry Due to Uncertainty 
• The Smell of Death Sub-Themes: • Changes in Family Routines 
• Prepare Yourself; It's • Work-related Stressors • Anxiety from External 
Going • Emotional Stressors Sources 

to Be Disturbing • Self-Imposed Stressors • None Recalled 
• Mission Accomplished! 
• It Takes a Team Player to Theme 4: Theme 8: 

Play On This Team Resources Utilized Family Resources 
Sub-Themes: Utilized 
• Social Support Sub-Themes: 
• Counseling Services • Regular Communications 

(If Available) • Social Support 
• Just Handled It 

Themes: 
Maintaining Perspective Theme 9: Maintaining 
Sub-Themes: Communications · 
• Engaging Social Networks Sub-Themes: 
• Employing Personal • Calling Home 

Attributes • Embracing Family Support 
• Benefiting From And Past Experiences 

Organizational Support • Handling Specific Family 
• Handling Nonproductive Situations (Least Helpful) 

Work Issues (Least Helpful) 
Theme 10: Family 
Adaptability 
Sub-Themes: 
• No Role Change or None 
Recalled 

• Role Change Occurred 

Note. Themes were numbered sequentially. 
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Comments were drawn verbatim from transcripts and are reflective of conversational 

speech. The findings of the research study were reported as they relate to the three 

research questions. 

Research Question I 

The first research question was: "What were the experiences of the GSA 

employees involved in the re-establishment of federal operations after the bombing of 

the Alfred P. Murrah Federal Building?" Study participants were asked the following 

seven open-ended interview questions: 

1. How were you selected to assist in re-establishing federal operations in 

Oklahoma City and what was your role? 

2. Tell me about your experiences in re-establishing federal operations after the 

bombing? 

3. Can you describe what your work day was like? How was it similar or different 

from a typical work day? 

4. How much exposure did you have to the Murrah Building (visit the site, media 

exposure, etc.)? 

5. What were the most challenging aspects of your experience? 

6. What were the most rewarding aspects of your experience? 

7. What lessons did you learn from your experiences that you would like to share 

with others who might be involved in a similar situation in the future? 

One theme and six sub-themes were identified from the interview questions 

associated with research question one and are summarized in Table 7. 
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Table 7 

Research Question I: Theme, Sub-themes, and Brief Descriptions 

Research 
Question I 

What were the 
experiences of the 
GSA employees 
involved in the 
re-establishment of 
federal operations 
after the bombing of 
the Alfred P. Murrah 
Federal Building? 

Theme, Sub-themes, and Brief Descriptions 

Theme 1: 

It Was the Best of Times; It was the Most Stressful of Times 
Participants experienced a work environment that was non
normative, consisting of arduous working conditions. However, 
participants were extremely proud of the work they accomplished and 
the role they played in re-establishing federal operations. 

Sub-Theme: Same Work ... Totally Drastically Different 
Participants were selected for deployment based on their work 
experiences, either current or past experience. The work they 
performed while deployed was similar to current or past work; 
however the work situation was completely different. 

Sub-Theme: Working on Adrenaline 
Participants experienced arduous working conditions that included 
a variety of characteristics such as long demanding days, 
haphazard meal schedules, working with a small group of 
coworkers, and working in hotels, other federal buildings, or the 
Murrah Building. 

Sub-Theme: The Smell of Death 
Participants were exposed either directly or indirectly to the 
Murrah Building bombing site putting them at risk to symptoms 
associated with PTSD or STSD. 

Sub-Theme: Prepare Yourself; It's Going to be Disturbing 
Participants faced numerous ~hallenges during their deployment 
to re-establish federal operations. These included managing work 
responsibilities, victims and survivors, political distractions, and 
security issues. 

Sub-Theme: Mission Accomplished! 
Participants experienced various rewards while re-establishing 
federal operations. These included accomplishing their mission, 
experiencing synergy and camaraderie, serving others, obtaining 
survivor information. 

Sub-Theme: It Takes a Team Player to Play on This Team 
This sub-theme represented the lessons that participants had 
learned during their work experience and believed would be 
helpful to others who might be involved in a similar situation in 
the future. Two primary areas for lessons learned included the 
importance of team member characteristics and organizational 
contributions. 

Note. Themes were numbered sequentially. 
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Theme 1: It was the best of times; it was the most stressful of times. 

Data analysis from participants' interview transcripts revealed a work experience 

that was non-normative. Yet despite the stressors encountered with this non-normative 

work experience, participants also expressed the pride they felt with being involved in re

establishing federal operations. An over-arching theme for research question one was, it 

was the best of times; it was the most stressful of times. One participant shared: "It was 

definitely one of the highlights of my career and it was one of the most stressful times of 

my career." Another participant stated, " ... it was one of the most rewarding things that 

I've done working for GSA in the 30 years of my career." Six sub-themes were also 

identified: (a) same work ... totally drastically different (work performed), (b) working 

on adrenaline (arduous working conditions), (c) the smell of death (direct and indirect 

exposure to the Murrah Building), (d) prepare yourself; it's going to be disturbing 

(challenges), (e) mission accomplished (rewards), and (f) it takes a team player to play 

on this team (lessons learned). 

The first sub-theme, same work ... totally drastically different was related to 

participant selection. Participants were selected to assist in re-establishing federal 

operations in Oklahoma City due to their work experience, either their current or their 

past experience. The second sub-theme, working on adrenaline, found that in the process 

of performing their duties, participants experienced arduous working conditions that 

included a variety of characteristics: (a) long demanding days; (b) working .with a small 

group of coworkers; (c) workirig in hotels, other federal buildings, or the Murrah 

Building; and ( d) work environments were either sm_all with employees sharing 

equipment or consisted of dust, dirt, and debris. Although there was an availability of 
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food, meal schedules were often haphazard. Lodgings for participants were hotels that 

were located near their worksites. The third sub-theme, the smell of death, found that all 

participants were exposed to this traumatic stressor event via exposure to the Murrah 

Building bombing site either directly or indirectly. The fourth sub-theme, prepare 

yourself; it's going to be disturbing, identified the challenges experienced by participants. 

These challenges were associated with managing work responsibilities, victims and 

survivors, political distractions, and security issues. The fifth sub-theme, mission 

accomplished, found that despite their non-normative experiences, arduous working 

conditions, exposure to a traumatic event, and the associated challenges, all the 

participants responded positively when asked about the rewarding aspects of their 

experience. The reward were predominately associated with accomplishing their 

mission, experiencing synergy and camaraderie, serving others, and obtaining survivor 

information. The final sub-theme that emerged from research question one was, it takes 

a team player to play on this team. This sub-theme included the lessons that participants 

had learned from this experience that they would share with others who might be . 

involved in a similar situation in the future. Lessons learned included the importance of 

team member characteristics and organizational contributions. Following is information 

associated to each of the six sub-themes and related participants' comments. 

Sub-theme: Same work ... totally drastically di.fferent. Participants 

were asked how they were selected to assist in re-establishing federal operations after the 

bombing of the Alfred P. Murrah Federal Building. Responses from participants 

indicated that they were selected to assist in re-establishing federal operations in 

Oklahoma City due to their work experience, either their current or past experiences. 

Individuals experiences were related to specific work responsibilities in one of the · 
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following five areas: (1) assessing and repairing damages in the two federal buildings 

located next to the Murrah Building in order to re-establish building operations; 

(2) supporting FEMA operations via contract procurement; (3) identifying and leasing 

replacement office space for displaced federal agencies (short- and long-term needs); 

(4) assessing operating systems in the Murrah Building, determining structural integrity 

of the building, or preparing the building for demolition; and (5) re-establishing 

telecommunications for impacted agencies. 

Participants' responses indicated that selection criteria were based on their work 

experiences, either current or past experiences. Participants' comments indicating 

selection was based on current experiences included: 

[E4B] I was the [Job Title Removed], part of the job .... I had been in that 
job since 1988 or 1989 and I've been deployed dozens and dozens of 
times .... I was just the GSA lead and brought contracting officers, 
communications people-primarily contracting officers, that's basically 
what GSA does for FEMA. So we could buy anything they needed. 

[G60] I was selected as the team leader and my team was selected to go 
with me partly as my team that worked with me in the building here [Fort 
Worth]. And then a couple of the other volunteers, it was basically the 
social security team. . . . I was asked to pick these people. Basically I 
organized the work and assigned projects and then I also worked projects 
while I was there. And to make sure we had the organizational resources 
that we needed to function. We were basically contacting the agencies and 
making arrangements with their contacts to find replacement space. 

[K1H] I was working in portfolio for [Manager's Name Removed] and it 
was about a week after or seven to ten days after the event happened and 
we had been looking at emergency housing for the misplaced tenants. I 
went up for portfolio management as an asset manager to do a study of 
the housing community and to come up with a plan for the displaced 
tenant agencies. 

[M3J] I was acting the day it happened as [Job Title Removed]. My boss 
was off on leave so that was my primary role that day. The primary 
function of that job is to manage the operations of the Public Buildings 
Service and one of those roles is the emergency response. In addition, my 
role was the [Job Title Removed], required me to respond. So that's how I · 
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was selected. 

[Q7N] At that time I was the [Job Title Removed], we had tenants or 
subscribers in the Murrah Building. I had just been up there two weeks 
prior to the event because we had just awarded a new contract. I knew 
many of the tenants and the directors and the number of employees that 
they had working for them because of the number of lines that we had 
servicing them. Because communications were impacted due to the 
bombing, I was immediately called upon to assist in the emergency 
situation and having been trained to respond to FEMA for ESF #2 

[Emergency Support Function #2 Communications] that was the role I 
took on. 

[S9P] This was very weird because we were watching it upstairs on the 1V 
in the break room on the 11th floor and [Supervisor's Name Removed] 
just came to me and said, "I need you to go to Oklahoma," and I said, "No, 
no, no, no." And she said, "No, I really do need you to go." And I just felt 
like there were so many other qualified individuals-why was she picking 
me. So she just basically picked me and [Coworker's Name Removed] and 
the two of us went up as the contracting officers .... [Supervisor's Name 
Removed] just 'ndicated to me that she knew that I could do it, she was 
very encouraging and she didn't really spell out exactly why she picked 
me, just that she felt I could do the job. 

[U11R] Later that night [of the bombing] I got a call asking me if I was 
well enough to come down and help with the rescue effort. Someone had 
told them I was the building manager and they needed help to identify 
what agencies and personnel would have been inside the building. That's 
when I went back to the site and [Coworker's Name Removed] was there .. 
[Coworker's Name Removed] was okay, he was not seriously injured, but 
[Coworker's . Name Removed] was in the hospital. [Coworker's Name 
Removed] and I were the building mangers who probably knew more 
about where agencies were located. It was late that night and we were 
with the rescue team, back on site. 

Participants' comments indicating selection was based on past experiences 

included the following: 

[Ao W] I was then in the Design and Construction Division ~f GSA ... so 
anyway my background had been - I'd only been with the government 
since 1991 and I had owned a general construction firm and uh and so I 
probably had the most knowledge of construction of anybody in the 
Design and Construction Division so they selected me to go and see what 
had to be done first since we didn't know. So I was selected as the 
construction team leader. . . I was leader of the construction team and 
that was the idea because of my background in construction th_ey thought · 
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that first off what had to be done we knew that one of the biggest 
problems was what were we going to have to do to get people back to work 
in business (sic). 

[C2Y] I was part of the deployment team that was-in the past I had been 
deployed to support FEMA for the ESF7 [Emergency Support] contracting 
support. They needed me because they were setting up two different 
offices, one to reconstitute the GSA operations and the agencies and one 
in direct support to the ESF7 contracting support. I went to the ESF7 
contracting support function. It was based on my prior experience with 
Hurricane Andrew and other disasters. 

[I8F] Well I had just recently changed jobs from being the regional 
structural engineer to being a project manager in the Capital Branch. So 
my background of being the regional structural engineer for the past five 
years was why I was selected to go up there. As soon as it happened I was 
called in and told that I need to get up there. 

[05L] I think I was selected because of my background in the Air Force 
for 20 years. I was the senior equipment specialist for the region at that 
time and with the building being taken down as it was there were an awful 
lot of issues with our O&M [ Operations and Maintenance] contracts. 
Questions, like how do we continue with the remaining services to the 
other buildings located in Oklahoma City and just helping and being the 
project manager for reviewing building operations and services in general. 

Sub-theme: Working on adrenaline. Interview question two and three 

asked participants about their experiences in re-establishing federal operations after the 

bombing; what their work day was like and how it was similar or different from a typical 

work day. Responses from participants indicated that in the process of performing their 

duties, participants experienced arduous working conditions that included a variety of 

characteristics. Work days were typically very long and demanding. Initially days were 

24 hours long or 18 to 19 hours long and then normalized to 10 to 12 hours long. Most 

participants worked with the same small group of coworkers, ranging between 1 to 7 

individuals. Primary work locations for the participants included the GSA Command 

Center located at the Medallion Hotel, the FEMA Disaster Field Office located at the 

Liberty Hotel, the Federal Building-Courthouse, the Post-Office Courth_ouse Building, or 
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the Murrah Building. Hotel work environments were usually small areas with employees 

sharing tables, computers, phones, and other office equipment and supplies. Building 

site environments consisted of broken glass and ceiling tiles along with an enormous 

amount of dust, dirt, and debris. 

Although there was an availability of food, meal schedules were often haphazard. 

Breakfasts and breaks were rare or on the run, and lunch was when an individual was at 

a stopping point and either shared with an available coworker(s) or taken alone. Evening 

meals tended to be more regular and were typically at a restaurant or fast food place and 

usually with coworkers. Food sources included on-site mobile vendors, food donation 

stations, delivery vendors, fast-food places, and restaurants. 

Lodgings for participants were hotels that were located within a 5-mile radius of 

their worksites. For those working at either the GSA Command Center or the FEMA 

Disaster Field Office their lodgings were typically located in the hotel where they were 

working. Most participants had their own room, but on occasions they may have had to 

temporarily share a room with a coworker. 

Participants' responses identified that their work experiences consisted of 

arduous working conditions: 

[O5L] Other than the fact that you were still working for GSA, there was 
nothing similar, obviously it was totally drastically different. A typical 
work day for us up there usually started around five in the morning and 
lasted until ten o'clock at night. We would get done, take a shower and 
come back the next day. It was very long days and very stressful days. 
Other than the fact that you knew some of the folks who were working 
with you, it was completely different from normal. · 

We were staying at a hotel that was about 3 miles south of the Medallion 
because it was filled up with the Command Center, the FBI, local news 
media was staying there, because I remember seeing Geraldo every 15 
minutes .... But I remember we stayed at a ·hotel that was 3 miles south 
and it was probably a La Quinta, or a Denny's, or a Super 8. It wasn't a · 
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fancy hotel it was a "get what we could" hotel. 

[Our group included] Myself, [Coworker's Name Removed], there was an 
intern that was driving a car up there, [Coworker's Name Removed, 
pause], he was an intern who worked for [Supervisor's Name Removed] 
and he was married to [Coworker's Name Removed]. A slender guy, I can 
picture him (sic). 

We had one vehicle so we drove back and forth together from the hotel to 
the worksite. They had meals on-site, it was kind of like Katrina, and we 
had meals on-site. Who's that that provides meals all the time for 
emergencies [pause] American Red Cross, I think FEMA had meals there. 
You could walk outside and there was a location where they would show 
up for breakfasts and lunch. I don't remember eating supper there, but 
they would have sandwiches and chips, coffee in the morning (sic). 

During the day sometimes we would be together doing the same task and 
sometimes we wouldn't so we would try and say hey I'm good to lunch 
around noon and a lot of times it would work out that we could meet and 
go together and sometimes it wouldn't because if you were working on a 
task, you usually wanted to stay on it. At night a lot of times on the way 
back to the hotel we would just stop at a fast food place like McDonald's 
or Arby's because we were pretty nasty, the dirt and debris was just 
horrific. The working areas were really dirty and there was a lot of dust. 
We didn't do any formal dining; we would just go someplace where we 
could drive by. 

[M3J] It was so different - one day to the next. It wasn't a Monday 
through Friday, it was just a day. I don't think anybody kept track of the_ 
days. For the first 10 days it was easily, five ·o'clock in the morning to ll 
o'clock at night. There was always something to be done. 

By now we were rotating people in but nobody rotated out. We were 
bringing in additional resources that had expertise that we needed from 
structural engineers to electrical, mechanical, whatever. So it wasn't an 8-
hour day, it was an 18-hour day. It didn't seem cumbersome to us. I think 
we were all operating on adrenaline, nobody acted tired, and then we 
would - quite honestly - me and several of them would go back to the bar 
around 11 o'clock when someone else came in to take over because things 
would die down then. 

You go back to your room, take a shower, lie down, go to sleep, but . 
sleeping was hard because you're so wound up, but you would ultimately 
fall asleep, you'd wake up, and get up. I don't remember taking a shower 
because I took one the night before, got dressed, went back downstairs, 
and started the whole thing over again. The· day typically started around 
5:00 a.m. or 5:30 a.m. 
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Going back to my original experience when this first happened - this was 
an on-going deal; meals were not even an issue. The city restaurants 
would bring in breakfast or lunch there was always food in there, donated, 
constantly food (sic). 

[C2Y] We were in a basement and definitely not your typical day and any 
time I've been training for disaster recovery situations I tell individuals; 
don't expect to walk into perfect set office space. You're typically going to 
be sitting at 6' x 8' tables and you're going to have the bare basics. Those 
types of things - none of those extra niceties that we have here are not 
there. It's going to be loud, you're going to hear people talking all around 
you and you're going to pick up sometimes when they are having a 
moment. And try not to become part of that (sic) . 

. . . We worked in the basement, there were four of us, we are all in a room 
a little bit bigger than this one but like I said with tables all around us and 
we were all sharing computers at that time we didn't have our own and it 
was connected to the main part of FEMA. The head of FEMA was in and 
out of there a lot, we had a lot of the FBI, law-enforcement groups were in 
there during the initial assessments. So there was constant movement 
going on. 

As far as the hours we worked anywhere from-well normally when you're 
responding to a disaster you're usually on from 10 to 12 hours shifts 
immediately and sort of on call 24 hours in case there's something that 
needed. 

The hotel room was definitely not the Ritz. The hotel where we slept was. 
about 5 miles from the hotel were we worked: Down the freeway, it was an 
old Howard .Johnson's. There were two bedrooms on one side and then a 
kitchenette and living room sort of like an apartment. The lead 
contracting officer and I shared one of those. At one time we had a lady 
sleeping on our couch until we could get another room for her. We would 
get telephone calls in the middle of the night to finalize something that 
needed to be done and we would give them a verbal go ahead and proceed 
and I'll do the paperwork when I get to the office tomorrow. So often it 
was waking up from a dead sleep and trying to be ready to talk to 
somebody on the phone. You knew it needed to be done (sic). 

For meals we would usually go to a restaurant. One of the things that 
struck me as the most memorable things about Oklahoma City was the 
reaction of the community and how much they embraced that group of 
responders .... A couple of times people from the community would just 
bring in food-just tons of food to the areas and just donated it. And you 
could go down into this little area in the ba·sement and it was just filled 
solid with food dona1ions. 
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The whole timeframe, the days and weekends just blurred together 
working all of them even on the weekends. I don't remember having any 
time off. Usually when you're in those situations you might have a half day 
off, maybe towards further into it (sic). You start keeping a calendar on 
the wall so you can look up and say today is "whatever." You would almost 
say oh which month is it because the time just blurs together. It was also 
just trying to keep a sanity check (sic). 

[G60] We would get up even though we had been up really late at night. 
For a couple of days we didn't sleep very much and then after about two 
or three days when we had things under control we would sleep. We'd call 
in every morning to talk our Branch Chief here in the office [Fort Worth] 
and division director and provide updates through him. We would have a 
group call every morning and evening with him. We were at the Medallion 
Hotel which was where the Command Center was located. We had a room 
that was in between everybody else and we could close the door if we 
needed to and we had a big round table where everybody worked. There 
were not phones for everyone so we shared the few phones we had 
amongst ourselves. 

We would physically go out and look at potential space to lease-we often 
had people call us and let us know about facilities that they had available 
to lease. We would go and check them out and if we thought they might 
work, we would arrange to meet with the agency contacts and have them 
look over the space. We would usually work until ~o:oo or 11:00 at night 
and sometimes until 1:00 a.m. In the morning we would get started by 
7:00 or 8:oo a.m. We stayed right here at the Medallion Hotel, our 
sleeping rooms and the room we used for our office was there. 

For meals and snacks the contract people would pay to have pizza and 
other food brought in. So for several days we didn't leave the hotel at all. 
Right after the bombing we didn't have very much work initially because 
the people from the agencies that had been involved in the bombing just 
weren't ready to start taking about replacement space so we spent our 
time just identifying possible space. 

After a few days they had all the volunteers set up across the street at the 
convention center and we could go over there and eat. They had facilities 
for water and different things, but they had food lines set up over there so 
we could go eat over there .... We were together for 24x7 for abo·ut four 
weeks. We had our own rooms for sleeping and were spread out in 
different locations in the hotel. 

The day was completely different from a normal work day because you 
had to react and act immediately on things that in the normal office 
environment you would have had some time to process. You really didn't · 
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have that much time and if somebody needed something they needed it 
now not next week. 

It was very tight quarters compared to Baton Rouge; we had actual office 
space in Baton Rouge. It was busy and noisy and you didn't have time to 
know what the other people were working on. [Coworker's Name 
Removed]-! think that's when she and I really became friends while we 
were up there. We had a little conference area and there were rooms off of 
the rooms. 

[I8F] The days never seemed like-well they were just very long days. You 
would go down to the site and did a lot of standing around watching 
contractors, inspecting the work, and overseeing things, and making sure 
that people were doing what they were supposed to be doing. This was 
what we did when we got to the Murrah Building. When I was working 
with the first group and we were repairing the Federal Building 
Courthouse, the work there involved a lot of walking around the building 
and directing contractors. Telling them this needs to be repaired from this 
point to that point, again identifying what windows needed to be replaced, 
which ones looked okay, which ones needed to be repaired, and moving 
through the building identifying the work that needed to be done. I think 
we replaced over 200 windows, I think it was over 200 windows. 

We stayed west of downtown and we probably tried to grab breakfast 
before we left the hotel, sometimes we would and sometimes we wouldn't. 
We were pretty good at going to lunch; there was a ·cafeteria near the 
Murrah site that we went to pretty regularly, almost every day. At night 
we all got together for dinner. But as far as snacks in-between sometimes 
the Red Cross would bring stuff by. They were really good about getting. 
water; there was always water and stuff around. Not a whole lot of snacks 
that I remember. · 

For meals, we all pretty much went as a group for the most part. It was 
mainly me, [Coworker's Name Removed] from GSA and then there were 
several structural engineers from Brock Davis Drake and I can't 
remember the lead engineer's name right now. [Coworker's Name 
Removed] would know-why can't I remember his name. It was probably 
about five of us and then we also had the guys from CDI which was 
Controlled Demolitions, those guys were there. Again, there was probably 
a group of five or six of us altogether. 

[S9P] Well the first day that we were there--and I have this written 
somewhere--! think we worked 19 hours straight. It was just--I can 
remember us getting into bed and at first we didn't share a room but then 
later we did because they were trying to get so many people into the hotel
-I know . we were right across the hall from each other. I am literally 
getting into the bed and the phone rings and they say we need you come · 
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do blab, blab, blab, and I'm like - okay. So I called [Coworker's Name 
Removed]'s room and said, "okay we've got to go." We did go to the FBI's 
office and they wanted us to help them purchase some more materials so 
we went to their office which wasn't any where near our Command 
Center. The FPOs [Federal Protective Officers] took us over there. I don't 
remember where it was in relationship to our offices, and I'm not even 
sure what we did when we got there, we probably ordered them some 
more supplies (sic). 

So we had no sleep for 19 hours, we finished making purchases for the FBI 
and we finally got back to our hotel rooms and slept for awhile and then 
we got up in the morning and started all over again. We started going 
through the buildings with the project managers, making lists of the work, 
and writing what the scopes of work were going to be. And then we 
basically just sat down and started writing contracts right there on paper, 
because we didn't have any computer yet. FAS [Federal Acquisition 
Services] hadn't come yet because when they did arrive they brought 
laptops and printers and all those items. So we basically just wrote them 
on pieces of paper and had the contractors sign on what they needed to do 
and did the best we could as far as the scopes were concerned (sic). And 
then we just got so busy it was hard to remember what was going on. 

. . . There was glass everywhere which I mentioned but there was glass 
outside, on window ledges, in the flower beds, on the sidewalks. I mean 
glass was everywhere. It was just a tremendous effort cleaning up all the 
glass . 

. . . We were working, I don't remember how many hours a day, just tons 
of hours a day and then sleeping when we could. We were also in charge. 
of buying everybody's lunch in the Command_ Center because we were the 
only ones with credit cards so we'd be ordering lunches for everybody, 
getting everybody their lunches, and it was a world-wind. It's amazing 
how much we did in such a little time, but you just didn't think about it, 
you just kept trucking and kept doing. The contracting officer 
representatives would want us to go to the buildings and do walk-through 
inspections with them so we'd say "okay." We'd walk to the·buildings and 
do the inspections so we could pay those contractors and say that's done. 
So it was just like I said we were there nine days and we didn't have 
enough clothes for nine days because we had no idea how long we'd be 
there when we had been at home packing. 

A typical day started at the Command Center and in the Command Center 
they had a white erase board and it would list the things that were 
happening that day. It didn't always apply to the contracting because we 
were kind of working on our own. It was usually more logistical things. I 
don't really remember everything that would be written up there but a lot 
of it didn't apply to us, but we'd still check-in and it would be 6:_30 or 7:00 · 
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in the morning. I honestly don't remember what we did for breakfast; I 
know we didn't eat a lot because we just didn't have time to eat. But we 
would get back into our contracting; we would have meetings with our 
project managers to see where they were because they were working at 
night. We needed to get there before that group of project managers went 
to bed and before the new guys got there because they were working in 
shifts. So the day would start really early and we would see what we 
needed to do that day and we would make a checklist and we would start 
trucking along. 

We would order lunch for everybody and we would try to go out to dinner 
to get away. We weren't always successful, but we tried to get away and it 
really was a relief when we did. Typically it was the FPOs [Federal 
Protective Officers] that would come by and ask if any one wanted to go 
eat and we would say yes or no. They had their trucks and FPO cars and 
off we would go. It was usually just [Coworker's Name Removed], me, and 
the FPO, but any one else that wanted to go was always welcome. 

. . . We did our work in some vacant office space that was off the main 
lobby area. Our room was probably twice the size of this [ 9' x 15'] and our 
contractors would come and meet us there, and our project managers 
would come meet us there, it was kind of the PBS location .... The area 
wasn't big; it was really kind of broken up into smaller areas. 

[Q7N] I was there on-site, four hours after the bombing and it was 
chaotic. When we got there we immediately went to the Command Center 
that was established in a hotel - I can't remember the name of the hotel -
which was right there in the courtyard area of the hotel which was in the 
center of the hotel. The person on my team, who directly interfaced with 
FEMA, was in Albuquerque and couldn't get to Oklahoma City right away 
so I was the person in charge for all communi'cations recovery until FEMA 
could actually establish themselves on-site. Right away, I called my 
carriers [telecommunications]. 

Somewhere around day three, they asked me when was the last time I had 
had sleep because when we got there we just went without sleep. There 
had been so much to do and we were all working on adrenaline. I said, 
"I'll be fine," but everyone said, "No you need to go get some sleep." I 
knew at that point that I was going into the third day and I was exhausted 
and in order for me to be sharp, I needed to have some rest. So I had 
[Employee's Name Removed] and another individual take over for ine and 
I briefed them on what was happening, I gave them my number where 
they could reach me and told them I was going to go lay down for awhile 
and get some sleep . 

. . . I think I had-if I could go to sleep-I took a shower and remember 
lying down and trying to go to sleep-I was too tense and then finally I said · 
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a couple of prayers and I was saying prayers for everyone that was hurt 
and then finally fell asleep. The next thing I knew my phone rang and I 
woke up thinking it had only been 5 minutes when in fact it had been 6 
hours . 

. . . Our days were completely different from a typical work day, they were 
long. As I mentioned earlier, I don't recall even sleeping for the first 
several days and even after that the days were very long. At first, we were 
completely focused on determining all aspects of the situation, thinking in 
terms of who needs to be involved and who our contacts were; what were 
the critical numbers [telephone] and where we needed to relocate them; 
and what unique requirements we might need to handle. We also had to 
determine what inventory and resources we had available as well as access 
to those resources . 

. . . I also remember there was always food around; in fact, it seemed like 
too much food at times. I can remember donuts always being around and 
food being everywhere to the point it just wasn't very appealing any more. 
There was also an area set up somewhere outside with a tent where 
anyone working on the recovery effort could go and get food. They had all 
kinds of food available provided by local people, restaurants, and the 
American Red Cross. There was just this abundance of food around and 
we practically never had to worry about food. It didn't take very long 
before I just wasn't very interested in eating. 

[E4B] Our job was to provide contacting support to what is referred to as 
Emergency Support Function 9 and that is Urban Search and Rescue. 
They have teams set up throughout the United States .... The uniqueness 
of it was that the equipment that they needed to do their job was not what . 
we usually buy. This was not porta potties and stuff like that. It was re bar 
cutters and things for heavy construction and cranes and stuff like that. 
That's why we brought in a guy from the Forrest Service and he was 
instrumental in helping us understand the type of items the Urban Search 
and Rescue teams would need. I mean I knew what they ·wanted but it was 
like okay I don't know where to buy that stuff . 

. . . It was our job to find a disaster field office which we did - actually we 
set it up [the Joint Agency Disaster Field Office for FEMA and other 
agencies] at the Liberty Hotel on Meridian and Interstate 40. We worked 
there with FEMA because FEMA always sets up at the hotel -before we find 
office space for everybody [other agencies]. I think we set out to find it 
Thursday I think we had the space for everyone. We got up there on a 
Thursday and I think we had the space set up by Saturday or Sunday. We 
were fully operational there at the hotel. We go with the hotel first 
because we can always find hotel space before we can identify office space. 
Office space for disasters is found on the fly; nothing is pre-identified so 
it's a matter of getting the leasing specialist to find out what's available. · 
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We found space at 325 Main and it was just down from the Meridian 
Hotel which was where GSA set up their operations. We were at the 
Liberty Hotel with the FEMA operations for three days and then we had a 
joint field office set up. 

[K1H] It was pretty much the same work; it was the environment that the 
work was taking place was very different .... We probably stayed up there 
for about three or four days. [Coworker's Name Removed] and I drove up 
together and when we arrived we reported to the command center and 
checked in and got the hotel room. The hotel room was in the same hotel 
that the command center was located. 

[Coworker's Name Removed] and I were mainly focused on the long-term 
housing needs since it was pretty clear that the agencies wouldn't be going 
back into the Murrah Building any time soon. I don't know if they knew 
yet that we were going to have to demolish the building or not, but we 
knew we were going to need something long-term for the agencies. So 
once we got there and checked-in with the folks at the Command Center 
we started looking into the various buildings that had space available for 
lease. We were looking at how much square footage was available in each 
location, how continuous the space was, how much they planned to 
charge for the space, would it meet fire and life safety requirements and 
things like that. 

[Ao W] Once we got off the plane first thing we did was, we took a cab and 
went straight to the thing as close we could get, not [Name Removed], he 
went on [ to the command center] and got offices set up in the hotel, got 
rooms for the ones that were there. We went straight on down and 
immediately we saw that we had a much bigger problem particularly since_ 
the Chief Judge, the Senior Judge was standing there when we got there_. 
He said, I don't remember what day it was, w·as it on Wednesday? And he 
said, "You have until Monday week to have us back in business." And uh 
so I walked into the buildings, the ceilings were gone, the windows were 
pretty much gone, their paperwork was everywhere, · their desks were 
upside down, it [the bomb from the Murrah Building] had just blown 
those buildings to kingdom come. He just matter-of-factly said, "Monday 
week we're going to have court, so you better get started." So that's when 
we split the job up since none of us were going to save people out of the 
building or take the dead out (sic) . 

. . . And they put me on the other two buildings with [Coworker's Name 
Removed], and [Coworker's Name Removed] was, she was relatively new . 
and had only been here a year or two. My job was then, how do you get a 
building back in operation. I mean a whole two buildings, everything, 
windows--somehow get them closed up because we knew we couldn't get 
windows in a week, but we had to something, those windows had to be 
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closed up and I was talking about the system schematic guy he said 
anything you want I got (sic) . 

. . . Now I was looking at finding ceiling contractors, carpet contractors, 
cleaning contractors, somebody to go in and find all of those unsecured 
[ confidential] files that were all over the floor that you could trust to pick 
that stuff up and put it in a place where a judge could come in and go 
through it. Of all the problems that was probably the one with security for 
those judges, because of the stuff that they had because it was everywhere. 
It was out on the street, we had to pick it up out on the street. They did 
that (sic) .... with the deadline that the judge put on us and when we 
looked around and saw how much damage there was, we just didn't think 
we'd get it done. 

Sub-theme: The smell of death. Interview question four asked 

participants how much exposure they had to the Murrah Building. All 

participants indicated that in the process of performing their duties they were 

exposed to the Murrah Building bombing site either directly or indirectly. 

Direct exposure included visits to the fenced perimeter of the building observing 

search, rescue, and recovery efforts; occasional visits inside the building or the grounds 

to assess building systems or structural integrity of the building; regular visits inside the 

building or the grounds to assist with recovery efforts, questions regarding the building 

(floor plans, operating and mechanical systems, etc.) or preparation for demolition. 

Responses from participants indicating that they had been direc~ly exposed to the 

Murrah Building bombing site included the following: 

[M3J] ... The site visit, I only went into the site once, and it was after 
[Name Removed] couldn't go. They had asked him to go in--we were still 
looking for two of our people that we had lost. And [Employee's Name 
Removed] came out in tears--I wasn't there and they asked does anybody 
else know these two guys and I said, "I know them." · 

So an FBI agent and a rescuer or a firefighter, it wasn't an Oklahoma City 
firefighter, asked me to go in. We had to be very careful while we were 
climbing over this debris; [pause] and he pointed up at some torn metal 
and said, "Do you recognize anyone there?" And I remember looking, 
saying, "What are you talking about - where?" And he said, "Right there." · 

134 



The distance was probably from me to that door [12 feet], it was up in the 
air and I focused again and then I saw legs, shoes, a torso, and the rest 
looked like--I've described this a hundred times--and I struggle every 
time--looks like pulled apart, plastic insulation, that pink insulation. And 
then it dawned on me what he was pointing at--it was a body and 
anything above the torso was unrecognizable. And I said, "No, my God." I 
never thought of what the death was like in this. To me I thought it might 
have been instantaneous. Then it dawned on me that people had--some 
death was instantaneous, some people had been trapped, some people 
burned to death, and it was probably the most emotional I ever got the 
whole time I was up there. Walking out there I said, "I can't help you." 

He took me out of there and I shared that story with anybody that would 
listen. And said, "Man this is much more terrible than I ever dreamed." 
And they were still in there looking for survivors. Which they never found 
everybody, I don't think they had quite the extensive DNA testing that 
they have now and did in the World Trade Center disaster. But it was just 
unbelievable, so that was a site visit, my first site visit into the rubble of 
the Murrah Building. After that I never went back into it. My next site 
visit was when they imploded it [the Murrah Building]. 

. . . I personally did not have to deal with what [3 Managers Names 
Removed] to some extent, had to deal with and that was our fallen heroes 
and our people in the hospital that were injured. Before I left after the 
first 10 or 12 days, I did go visit a couple of our guys that were in the 
hospital. Actually they had just gotten out of the hospital and were home 
so I'm thinking they are out of the hospital so they're good. And seeing 
them and the side of their face bandaged and realizing that they weren't in 
good shape. Later I saw pictures of their faces with the shrapnel that hit [2 . 
Employees' Names Removed], and basically their faces were lik~ 
hamburger meat. So that was like going in the.Murrah Building and trying 
to recognize that body--that was my second experience of how tragic this 
event was and how terrible it was. 

[U11R] When I went back to the site they took'me and showed me-they 
thought it was a body and so I was preparing myself to see this body-the 
person was actually dead-it was a dead body. And they wanted me to try 
and identify it and make a positive identification if it was [2 Coworkers' 
Names Removed] or someone I knew. And I was prepared to see a body, 
but it was the remains of a body, no face, it was just material wrapped 
around concrete so it was not-I could not make out-that's how bad and 
graphic it was-and I started to realize how devastating that it was. People 
were-floors were this ·big [ 6" in height] so when the floors collapsed, 
everything was mingled. They were pointing to small areas and they were 
saying, that's the seventh floor or that's the eighth floor and it was all on 
the first level. It was so compressed; it was beyond comprehension, those 
people in there [the building] how could they have survived. 
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I'm not sure how the search and rescue teams could identify what floor it 
was because I'm not sure they had seen anything like it, because I got the 
sense that they hadn't. They were trying to get hold of floor plans and we 
had floor plans in the other federal building behind the Murrah Building. 
As I was talking to them about how many agencies there were, where they 
were located, and how many employees were with each agency, the 
rescuers were trying to map the piles of debris. For example, this would 
have been the sixth floor, seventh floor, eighth floor, ninth floor, and so 
forth. They were trying to segment where those floors would be in that 
small area so they could try and determine where an agency had been 
located and where the employees might be so they could focus their 
efforts in a specific area. With the center core of the building gone the 
floors were just piled up in a big massive debris pile. 

I remember when they wanted me to identify the body they said, "Just 
prepare yourself for what you're doing to see." I remember them saying 
again, "Just prepare yourself; it's going to be disturbing to you. Do you 
want to go through this?" and I said, "Yes, I want to do whatever I can to 
help." So they-they couldn't describe what I might see too well in 
advance, but they did keep saying, "Prepare yourself it's going to be 
disturbing, just do the best you can, we just want you to help if you can." 

I think [Coworker Name Removed] and I split up and went to different 
areas. I remember being there by myself [with the rescuers] and we went 
through several areas [in the building] that we could get to where they 
had identified bodies or parts of bodies that they were trying to make an 
identification on. It was mainly on clothing, because that was basically all 
you could make out was clothing. So they were finding bodies as a result . 
of going in and removing items and searching with the dogs. It was very 
hard to get through [the building]-just little crawl spaces. That took some 
time just trying to get in and look at-the search and-rescue-the remains 
and what they found and make an identification of people (sic). 

Then I remember we-that same night-I didn't go home that night 
because I spent it working all night then it went into the ·next day and 
regional office people started to show up. We started working with all the 
employees, they were all at home, and trying to reach out to them, and 
take care of their needs. Then I started to get involved with the other 
agencies. We had three federal buildings adjacent to . one another; 
reaching out to all the agencies from the Murrah Building; and the other 
two buildings-working with all those agencies to assess their staff, see if 
everyone was okay, and get an accountability status of their employees. 

[18F] We also went through the parking garage that was attached to the 
Murrah Building and that was really scary going through it. It was 
probably the first or second day that we went through the garage and it · 



was pitched dark and there were cars still parked down-the victims' cars 
were still down there. It was really weird it was like things were frozen in 
time. You could see that it was somebody's car still parked there because 
there'd be a newspaper on the front seat from April 19th and a woman's 
pair shoes in the back seat. Obviously someone didn't come back to their 
car and whether it was a victim or not, you really didn't know. Obviously 
they were parked in the Murrah garage and it was just kind of bizarre. 

I spent a lot of time inside the building [Murrah Building] as well as 
outside around the perimeter watching the work been done. I spent a lot 
of time inside the Murrah Building itself; I saw where the Marine died at 
his post. We spent a lot of time inside the building walking inside and up 
and down the stairwells. The stairwells were still intact, it was an eight 
story building so we did a lot of climbing and walking around in there. We 
didn't wear any special protective gear; I don't know what kind of hazards 
I was exposed to quite honestly. I think they provided us some face masks, 
but they just got to be an inconvenience. I remember I wore out a pair of 
boots I had. No telling what type of stuff I was walking in [laugh of 
disbelief] I was probably walking in biohazards the whole time. It was 
pretty nasty, dusty, and dirty-no telling what you were walking in. 

I think FPS [Federal Protective Service] was patrolling the perimeter so 
they knew who we were coming in and out, but as far as the media, we 
didn't have any contact with the media. I didn't - I didn't talk to anybody, 
I didn't have any contact with them that I can recall. There were a lot of 
people at the perimeter, at the fence looking in and still putting flowers 
and stuff along the fence line . 

. . . When we went [started working there] to the Murrah Building, you got . 
there early in the morning and you didn't leave until after dark. A lot o{ 
times you would go to dinner at night and this was when the days were 
starting to get longer and you would go to dinner around six o'clock at 
night and rather than going back to the hotel we just felt like we need to 
be back down to the site. There was something about it - it just always 
kept drawing you back. You were always drawn back to the site - you just 
always felt like you needed to be there for some reason. I remember we all 
kind of talked about it as a group - it was like we just really needed to be 
down there - it was weird ... like it was just some how until the demo 
[ demolition] we felt like we needed to be there and that was strange. 
[Nervous Laughter] 

I've often told [Manager's Name Removed], I never served in the military 
but I served at the Murrah Building and I feel like that was my time that 
was my chance to serve my country. It was very stressful and something 
that I wasn't prepared for and thrown in to it and you had to do it. I don't 
really kn.ow what it's like to be on the battlefield, but I do know what it's 
like to be in a very stressful situation, I was right there in the middle of · 
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the aftermath of a terrorist attack and the aftermath of all of that and all 
the things we saw, the things we smelled, walking through debris and 
blood and stuff. You could see dried blood on the ground [pause] I wasn't 
really prepared for all that. I dealt with it, but I wasn't really prepared for 
that type of experience. It was different. It was definitely one of the 
highlights of my career and it was one of the most stressful times of my 
career. [Pause] April 19 is an interesting date for me. [Personal 
Information Removed] ... so it's weird how life is. It makes you think - I 
don't know. 

I 

[O5L] I was working on both buildings [the Federal Building-Courthouse 
and the Post-Office Courthouse], but we had went up there thinking we 
would be working on the Murrah Building. In fact on the third or fourth 
day we had to go up on the roof of that building [Murrah Building] using 
the elevators. See the elevators were still working in that building, in fact 
[Name Removed] was there when the building was bombed, he was up 
there from Fort Worth. After the bombing, he was running the elevator up 
and down for the rescue folks. So we didn't spend much time over in the 
Murrah Building because it was just the firefighters, search and rescue 
folks , FBI, and all those types of people. We spent most of our time almost 
all of our time over at the Federal Building Courthouse and the Post
Office Courthouse right across the street . 

. . . We were in and out of the Murrah Building quite a bit and on the site. 
We never spent a whole day in the building or on the site, but we might be 
over there for several hours helping with something. So I had quite a lot of 
exposure to the Murrah Building. We probably were there five or six times 
in the building working on a specific task. I remember one time we were 
at the building to look at the roof but I can't remember what it was exactly _ 
that we were working on. Another time we had to go into the basement of 
the Murrah }3uilding because we had to get · to a chiller to shut off the 
values for the water and because there were tunnels between the buildings 
we had to go down there to shut off utilities and stuff like that, but other 
than that we didn't have a specific function over at the Murrah Building. 
But I do recall being over there several times to deal with systems such as 
the chillers or the utilities. 

[AoW] ... Because I was an engineer he called and asked me if I could 
come over [ to the Murrah Building] and help him see if we could put 
crane on top of that parking deck and whether or not the . it. would hold 
while the crane knocked the rest of the building down. . . ~ Now 
[Coworker's Name Removed] would ask me for some advice because I was 
an engineer and some ·of the stuff was structural, but other than that I 
think I walked over to that building one time and that was to walk into the 
basement to see what kind of structure it was and whether the deck was 
strong enough to hold a crane. I think that was the only time I think I 

138 



every saw it. I had also seen it the day we first got up there and it was a 
shock to see it, but that was it (sic). 

[S9P] We toured those buildings and it was devastating all the ceiling tiles 
were out, all the windows were out, and the windows had exploded so bad 
that there was so much glass penetration in the walls and then glass and 
shards of glass all over the rooms. And then you saw blood and it was 
awful - it was just awful because people had been hit with this flying glass. 
And then you would see people's desk and this is what was so vivid you 
would see people's desk where their work was laying there and you're 
thinking - those people those poor people were right in the middle of their 
work and then they've got blood on their papers and then there was blood 
trails down the walls and it's like oh my gosh this is just awful. Just awful. 
So when I saw all that I thought we're going to have to clean all this up. 
This is a lot of work; we're going to have to clean all of this up. And then 
there were all the ceiling tiles because all the ceiling grids were all bent 
and the whole impact of the explosion from the Murrah Building had 
caused the damage in these other buildings. I just could not get over the 
glass; I just could not get over the glass. There would be big rooms with 
glass embedded in the walls all the way across from the windows. And 
they were big h ge rooms and I thought somebody in the line of all the 
glass flying from the windows - well it was just awful. That's when I 
realized what we would have to be doing. 

Most of our time was spent between the Federal Building-Courthouse, the 
Post-Office Courthouse, and the Command Center. It was those three 
places; we did not ever go near the Murrah Building. This was the weird 
and eerie thing, we could see the Murrah Building from the windows 
because it was adjacent to them· and you could kind of see the back, but . 
you could see all the stuff that was going on. One time we were there late 
at night and. we were doing inspections - th1s was several days into the 
work because they had put in a bunch of ceiling tiles and we were in there 
inspecting and we looked out the window and it was just like everything 
stopped because they had all these body bags laying on ·the ground and I 
just saw them and thought - those are bodies - and it was just so awful. 
And that's when it kind of hit me and that was about three or four days in 
to working there. You know it was just awful and I'll never forget that 
sight - I can remember my eyes just looking out the windows and then 
locking on that scene and thinking, oh those poor people - those poor 
people because you know it took a while to find bodies. 

[K1H] While I was up there, I mean I could get really close to the building 
[Murrah Building], maybe a few hundred feet from the building. But we 
never went into the building [Murrah Building]. No, no never, that was 
completely sealed off and there were rings of authority and how far you 
could go in, but you could definitely walk around. I didn't have any 
discomfort with walking around but I stayed out of the way _ of people · 
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working at the site ... I felt, I felt comfortable doing that, it's kind of like -
well it's like a war zone - I had never seen anything like that. There's a 
certain curiosity to see how far the damage went, the extent of the 
damage, and the damage went for blocks. You're just kind of wondering 
boy I'm just glad I wasn't there when it went off. 

I'm very conscientious about these types of things [bombings, terrorist 
acts, etc] and particularly around an anniversary. For several years 
afterwards, you thought about it and oh God, and a lot of people don't 
even come into work because they bombed the building on the 
anniversary of the Branch Dravidians. So I kind of worry about these 
things - I do - I worry about the airplane [ crashed into IRS Building in 
Austin, Texas] and that kind of brings up reminders and I'm always 
conscious of that and I'm kind of think that I'm glad my wife who is also a 
federal employee doesn't work here in this building. 

I also think about what if something does happen who do I need to call 
first and let them know I'm alright. So I do kind of think about that still. 
It's not like I would be totally surprised if something happen again. The 
world is changing and for example the EPA building in Dallas was a target 
was not too long ago. It was the Fountain Place well EPA takes up 
multiple floors in that building, it's their regional headquarters. My 
neighbor works for EPA in that building and one day I saw my neighbor's 
daughter and I said that was your daddy's building and aren't you glad 
nothing happened and she said, "oh really." She didn't even know that 
something had happened and I felt bad that I had mentioned it. It just 
really is a different world that we live in and we need to have a constant 
awareness. 

Indirect exposure to the Murrah Building bom_bing site included working qr 

walking outside their work areas and being exposed to the "smell of death" that 

permeated the outside environment; working at a site very near the building; working 

with rescue workers involved in the recovery efforts; working with survivors of the 

bombed building to determine their business needs in order to re-establish their 

operations; and media exposure via watching 1V news reports, newspapers, or being 

around news reporters. Responses from participant indicating that they had been 

indirectly exposed to the Murrah Building bombing site include the following: 

[Q7N] ... I remember earlier when we had arrived at the hotel and getting 
on the elevator, a couple of people said, "Doesn't it smell bad." I think by · 
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not turning on the 1V I was trying to protect myself because what the 
people had been talking about in the elevator was the smell of death. 
When I got off the elevator, I thought to myself, I'm not going to go 
outside and I didn't have to because you could get from the hotel rooms to 
the Command Center without leaving the hotel. 

. .. It was towards the 45th or 50th day when we were heading back home. 
Things were starting to wind down and people were slowly leaving the 
Command Center. I was finishing up things that needed to be done before 
leaving for the weekend. The smell was gone and as we drove by the site, I 
remember thinking it was just horrific, the building was destroyed and so 
many people were gone. I remember crying but over the weekend I was 
able to reflect and gain back my perspective and I came back on Monday 
with a renewed spirit. I was able to stay focused on the mission and knew 
that I was there to serve and that gave me a sense of strength to continue 
the work that I was doing. I knew the work I was doing was important and 
needed to be done. I later went home for a week and came back and 
stayed for two more weeks. 

[C2Y] I had a situation where I was trying to get copier machines, they 
were trying to g t a copier machine placed in the bottom of the Murrah 
Building so that as they were recovering certain things - it was not a 
pleasant area, but they had to have something there. It was the first week 
I was here and I didn't really understand the process that this particular 
gentleman was going through. And he sort of lost it with me on the phone 
and he said. "you don't understand I'm sitting here in the middle of a 
building with 'Xs' that are marking where people have died and I have to 
record this and you're telling me I don't need this." And it was like okay it 
just hit me I'm able to remove myself from this but this guy couldn't. 

So I got off the phone and looked to my [team] leader and I said, "I have 
to get whatever he wants." I can't remember what he wanted it was really 
basic it seemed trivial at the time but considering what he had to deal with 
I got off that phone and made sure he got what he needed. He came back 
later to the office and personally came up and found me and I just 
apologized - to this day I still remember him. He was new · I was sort of 
new - we've gone to many disasters after that and we've bonded since 
then. And when I see him, I tell him you really gave me a glimpse into 
what was really happening at the time. He was a very young kid, he was 
probably in his early 20s and I was thinking about a lot of other things 
that I need to buy, but when I realized what he was working on and what 
he was doing I knew I was going to get him whatever he needed because 
he was dealing with much more than I was (sic). 

[G60] ... The one thing that was very noticeable that none of us expected 
was the complete smell that took over the whole city it was just the smell 
of death. It was a smell that you never experienced, it was just like a cloud 

141 



in the air and you couldn't even go outside those days. That was the one 
thing that caught us all off guard. It was definitely just right in that area 
for probably at least a mile. 

We were close and we went over to the building behind it and there was a 
lot of damage even to that building. The other members of my team 
wanted to go on a tour and I actually chose not to do that because I didn't 
want that memory forever. I chose not to go on a tour through the 
buildings [Federal Courthouse Building and Post Office Courthouse 
Building]. But I think [s Coworkers' Names Removed] went on one of 
those tours and one of the things they said was like in the law library in 
the building next door there were just shards of glass buried in the library 
books. It was just unbelievable damage that occurred on the opposite side 
of the Murrah Building. 

[E4B] ... The only visit [to the Murrah Building] that we had was the time 
when I mentioned that the governor wanted to thank all the first 
responders. Other than that nobody went near it as far as my team. We 
just didn't go near it. This was mainly because of the security and if you 
did need to go in you needed to have a reason why you were going in and I 
didn't have a reason to go. 

[AoW] And the Murrah Building you can't do anything with. All you could 
do and there were firemen and policemen and all of that helping to get the 
dead out of it. And they didn't want to put that on any of us. There was 
one guy, his name was [Coworker's Name Removed] and I imagine he's 
dead now he was an elevator expert he was up there when the bomb blew. 
And he brought a little baby down from it so uh and he was good friend of 
mine and you know he never got over it. And [Coworker's Name . 
Removed] up here he was up there went one off and I'm sure [Coworker'~ 
Name Removed] never gotten over it. [Cowo'rker's Name Removed] had 
some real problems since then (sic). 

Sub-theme: Prepare yourself; it's going to be disturbing. Interview 

question five asked participants what the most challenging aspects of their experience 

were. Challenges experienced by participants were associated with managing work 

responsibilities, victims and survivors, political distractions, and security issues. 

Participants found managing their work responsibilities to be challenging du.e to 

the vast quantity of critical work tasks, prioritizing urgent work requests, and ensuring 

completeness, accuracy, and the integrity of their work. As one participant said, ". . . the 
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biggest challenge was just getting in there looking at everything that needed to be done, 

prioritizing everything, what to do with everything, and trying to see what would be our 

next items to take care of." Responses from participants regarding challenges specific to 

managing their work responsibilities included the following 

[Ao W] The most challenging of course was the deadline that the judge put 
on us and when we looked around and saw how much damage there was, 
we just didn't think we get it done. 

[C2Y] Probably the most challenging aspect was just trying to keep on top 
of getting things done quickly and trying to prioritize those things that 
were more important to be done. You couldn't do them all so you had to 
prioritize the ones that that really were most important. When it really 
came down to it was this something that was going to affect a person's 
survivability or is this - of course when you shift from what they called 
search and rescue to recovery that's sorta - that's anytime you go into any 
kind of disaster it's a different pace - your priorities change (sic). 
Definitely when you're in the search and rescue everything is top priority 
and you just have to identify everything as a priority. It's sort of like a 
letdown when you're in recovery because you know there's no one else to 
save. It still has to be done but you know that the outcomes are not as 
good. Or you don't feel as if there's an outcome that's good. 

[l8F] I guess the most challenging was actually once we were able to go 
over to Murrah Building and getting it ready for demolition .... When it 
got to the point where the FBI was turning the site back over to GSA . 
because they were pretty much done with their aspect of it. At that point 
we needed to determine what to do with the Murrah Building. We had 
decided that we couldn't save it so then we knew that we were going to 
have to demo [demolish] it .... We hired some structural consultants out 
of Dallas Brock Davis Drake they were the consulting firm that we used. 
They sent a team up there [Oklahoma City] with us. And that's when we 
stayed up here for two or three weeks for the demolition phase. We 
cleaned up all the debris off the floors, all the stonework and marble that 
was located in the elevator lobby. 

[O5L] ... hopefully making the right decision because th~re was a lot 
going on. There wasn't a plan for how to deal with all the debris. It wasn't 
always a simple matter of let's just put in this container and let's take it 
down. It involved going through the debris and making sure it was debris 
that needed to be disposed of versus items that needed to be save. It was 
left up to each project manager and so you're hoping that you're maltjng 
the right decisions as you're going through those types of issues. 
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[S9P] The most challenging was not having been so trained to get 
everything on your contract award documents and have everything there 
[contract clauses]. The most challenging thing was trying to write a 
contract on paper and make sure that you captured everything but you 
knew that you couldn't capture everything, but you wanted to capture as 
much legal stuff as you could, like the duration, the price, the contractor 
name, that kind of thing, and have them sign and agree. That was the 
most challenging was not having any comforts from home when it came to 
the contract aspect of it. 

[05L] ... When we first started cleaning out the debris in the courthouse 
we were pretty much one floor per project manager. There was a lot to 
handle, issues like the workers and what work to start on such as the 
windows, shades, ceiling tiles, etc. We also had the concern about each 
person's personal items because we had the courthouse across the back 
alley that was easily accessible and that building had a lot of unique 
aspects to it as well as security issues so we had to determine what 
personal items could come into the building, what couldn't, and where to 
store the stuff that couldn't come in. I probably need to go back because 
before we even got workers into the building we needed to determine 
what was information in the buildings was confidential and what needed 
to be secured prior to having contractors come in. That was probably the 
biggest challenge was just getting in there looking at everything that 
needed to be done, prioritizing everything, what to do with everything, 
and trying to see what would be our next items to take care of. 

Participants found it challenging dealing with issues associated with victims and 

survivors which included the smell of death permeating the area, the proximity of some 

of the worksites that were near where people had died or human remains were still being 

removed, and work responsibilities that involved working with survivors not yet ready to 

deal with work issues as well as listening to their stories of the bombing. As one 

participant aptly said, "I'm sure they saw things that an individual shouldn't have to see." 

Responses from participants regarding challenges specific to dealing with victims and 

survivors included the following: 

[G60] The most challenging was working with the people who had 
actually been in the bombing and who were totally not emotionally ready 
to think about replacement space. But their counterparts from 
Washington or the Regional Office wanted them to participate in finding 
the space and sometimes they would want things just like it w~s · in their 
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old space and then other times other people would want things completely 
different from what it was. And a whole bunch of those people had lost 
people in the bombing and so it was especially hard for them. 

Do you remember the man that they showed coming down the ladder 
from his space - well he was one of my clients and he said that he was the 
director and usually his secretary brought him his supplies and he 
typically sent her to go get things that he rieeded and he never would get 
them himself. But on that particular day he needed a pencil and so he 
went to the supply closet to get it himself. He was in the supply closet and 
when he came out of the supply closet, the building was gone up to the 
door of the supply closet. And had he not gone for his pencil he would 
have died because the secretary died and all the other people in his office 
died. To this day he doesn't know why he went for that pencil. It was hard 
to listen to the stories. 

[Q7N] ... I could tell they had been overtaxed because a couple of them 
had to go over to the Murrah Building several different times to remove or 
disconnect switches. I'm sure they saw things that an individual shouldn't 
have to see. They were also trying to play the hero role and making 
decisions without following proper protocol, such as them giving the okay 
to purchase something without going through me and obtaining proper 
authorization. When I would ask them about it they would say that they 
were just trying to help or that they knew I would need it, etc. Other times 
they would be short with me or other people; they wouldn't let me finish a 
sentence, they would constantly interrupt me or others, and I said, "You 
need to stop interrupting me and let me complete my flow of information 
to you." I had to call the company and ask them to remove the people and 
send someone else. When they got the news, they were really mad at me _ 
and asked me if I was the one who asked to have them replaced and I told_ 
them, "Yes, I was." I knew they were overtaxed. Not then, but much later 
they mentioned to me that it really had been the right thing to do [sending 
them home]. 

The other challenging thing that was difficult was the smell that 
permeated the area. You would go outside and it would be there - it was 
the smell of death. I would try to stay in the hotel area and not leave it or 
if I had to go outside I would minimize the time I was outside. 

[UnR] Dealing with the people, the parents, the wives, and the husbands, 
who were trying to find out information from me about their spouse, or 
family member. It was especially difficult with the parents of the kids in 
the daycare center. That was one of the most difficult parts, because I 
might have been the first person that they had approached and I couldn't 
tell them what they wanted to hear. If I didn't have any information .for 
them I wanted to say it in a way that still gave them encouragement, I felt 
helpless at that point, I wanted to do more, and I knew that they wanted · 
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me to be the one that could tell them - like [Coworker's Name Removed] 
wife - "yes, I saw him." I'll never forget her expression when she braced 
herself to hear bad news and then I was able to tell her that yes I had seen 
him. She was so relieved and overwhelmed, she just embraced me and I 
didn't really know the lady, but it was like I knew her for a long, long time. 

Challenges associated with political distractions included political officials and 

the constant requests for information. Participants found it challenging working with 

political officials who had differing agendas, were egocentric or disingenuous. Also 

challenging were the requests from the White House and Central Office, the agency's 

headquarters, for information, reports, briefings, etc. One participant's comment 

reflected what many others had also implied, "And you saw sides of those officials that 

you hope to never see again." Participants' responses regarding the challenges associated 

with political distractions included the following: 

[M3J] The most challenging was that we had folks from D.C. that had to 
be part of this and they flew out to be there. In this case it was our 
Commissioner for Public Buildings Service as the real estate person at 
that time that was his love. So while I was trying to procedure space to 
house federal agencies and have it built out and have communication set 
up, his biggest driver was twofold, one adherence to 12072 which is an 
urban policy that was developed years ago about the need for federal _ 
agencies to be located downtown and the huge debate he and I had about 
these folks don't want to be downtown. They see downtown as being. 
ground zero and they want to be as far away from it as possible and the 
emotional side of that. His inability to grasp that - to the point that my 
boss came in, who was managing the Command Center -said, "What's the 
problem here?" I looked at him and said, "If you'll just get [Political 
Official's Name Removed] out here I can do my job." So [Manager's Name 
Removed] escorted [Political Official's Name Removed] away. And we 
proceeded to do what we had to do. 

[E4B] I don't know that there were any challenges per se; there was 
nothing that we couldn't do. The challenges were trying to keep the chaos 
at a level to where it made sense, because I would be getting calls at two or 
three o'clock in the morning at the hotel wanting updates on the status of 
what we had bought. It would be the same stuff I sent them at nine o'clock 
the night before and it was like that and it was getting old - "you're 
upsetting my sleep." It was usually the GSA folks in Central Office, the 



emergency management group. 

[ Q7N] The most challenging aspect was the political side of the situation, 
especially dealing with the White House Communications. You would be 
trying to do your work, which was especially challenging considering the 
situation and then you were constantly bombarded with requests for 
information, report-outs, and briefings for the White House. Then on top 
of all that, the President was coming into town - it almost became 
unbearable at times. Granted, the White House Communications group 
had a tough job to do, but they expected you to be there to serve them and 
they expected you to do whatever they asked you to. There were some 
situations where they would get very short with people and expect their 
needs to be taken care of immediately. 

It was incredible challenging to try to stay focused on production and 
doing things to get the job done while at the same time dealing with the 
White House Communalizations. During this time the personnel who 
worked for the [telecommunications] carriers were being yelled at and 
sometimes tempers would fly - it was not a good situation. It was a very 
tense period. We needed to work together, yet we had to handle the 
tension that came with working with the White House Communications 
group. I had to send a couple of the [telecommunications] carrier 
personnel home, one of them was from Southwestern Bell. They were mad 
at me, but I knew I had to do because they were already on edge and I 
knew it wouldn't be a good situation if those individuals were around 
when the White House Communications people were here. 

[G6O] Some of the challenges for the people on my team were when we 
were dealing with the people like [Political Official's Name Removed] and _ 
other people that came . from Washington [DC]. And you saw sides of 
those officials that you hope to never see again. I think we were a lot 
closer to our local management. [2 Managers' Names Removed] and 
different people were there and [Manager's Name Removed] they tried to 
shield us from the [Political Official's Name Removed] and the things that 
they were saying and doing that was totally out of touch with what you 
would expect in a situation like that. Basically they didn't, [Political 
Official's Name Removed] specifically, didn't care if we were getting the 
people space, and he just wanted us to tell him that everything was taken 
care of without being concerned about whether the people were ready to 
get space (sic). He wanted to be able to tell the media that all the people 
had been taken care of and their space has been replaced for them. So he 
had [2 Employees' Names Removed] crying several times. Things that 
normally wouldn't have bother them would bother them and as the team 
leader I had to be more supportive in making sure that our group was 
running well and insulate from things like the [Political Official's Name 
Removed] situation. 
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A final challenge for many participants involved the various security aspects of 

the work environment. These challenges included dealing with badging issues and access 

to worksites as well as ensuring the confidentiality of unsecured documents and other 

items at worksites. Responses from participants regarding challenges specific to security 

issues included the following: 

[Ao W] Also the security was another challenging aspect of the job. Again 
the system schematic guy, I have to give him credit they brought in 500 

people. They brought in 500 people to work on cleaning those building 
up. They brought in enough supervisors so that every 10 employees had a 
supervisor. And we had already set up a magnetometer to go into the 
buildings. These guys would take their jackets off and they would lay them 
there and they couldn't take them beyond the magnetometer .... So they 
would go in and a supervisor would stay with those 10 people, even when 
they took a smoke break at 10:00 a.m., they would all walk out, and that 
supervisor would be with them. And then when they were ready to go 
back that supervisor would come back in (sic). 

The judges later wrote a letter to GSA that they didn't lose a piece of single 
secure information. I guess those supervisors just watched them like a 
hawk, 'cause they were just guys that they had picked up on the street. But 
they, the judges, claimed they didn't lose a single piece of information and 
it had been put on the right desk too .... So that was the most challenging 
things to make sure that we kept the building secure (sic). 

[05L] ... As I mentioned the daily badging situation was challenging. Yes,. 
it was the most challenging. It sounds simplistic but it was challenging 
because if you didn't have a badge you couldn't go into the worksite and 
get the work done that you came to do. And then it was not just your own 
badge and credentials but it's all the other contractors that you were 
trying to get in. It was even more of a challenge because many of our large 
contractors, Blackmon Mooring, etc., were hiring laborers; often not at 
union halls and not knowing all the details of where they were finding 
folks to work because they needed such huge numbers of folks to work. I 
think at one time we had 60 or 100 guys working and that would just be 
on the second floor area which was my area. I think . I mentioned 
[Coworker's Name Removed] and he had another large group of people 
working on the third floor area. So we had all these people that were 
trying to get in, get the work done, and they would be coming to us every 5 
minutes asking us what we wanted done. Most of those decisions were 
made on the fly. 



[E4B] The first three days probably were the worst because it was the 
newness of the situation. It was the first time anything like this had ever 
happened, they weren't quite sure what the whole story was. Once they 
had caught McVeigh, they still didn't know if he had any co-conspirators. 
There was just a lot of stuff that was just unknown and because it was the 
first time we had dealt with a crime scene because the entire area was a 
crime scene. It really ~ltered the process for how we would normally 
respond to something like that. It really tied our hands on how we would 
obtain services and stuff like that. How would we get a handle on 
removing the debris and get services and supplies to the site past the 
barriers because the FBI had set up or cordoned off the entire area and 
they didn't care who you were you weren't getting through unless you'd 
been cleared. So there was that process to go through and to get the 
vendors cleared - it was a mess. 

Sub-theme: Mission accomplished! Interview question six asked 

participants to share any rewards they experienced. Despite their non-normative 

experiences, arduous working conditions, exposure to a traumatic event, and the 

associated challenges, all the participants responded positively when asked about the 

rewarding aspects of their experience. Rewards were predominately associated with 

accomplishing their mission, experiencing synergy and camaraderie, serving others, and 

obtaining survivor information. 

For many participants it was rewarding to acc~mplish their mission and as. one 

participant commented, " ... by doing the seemingly impossible in a short period of 

time." Responses from participants regarding rewards related to· accomplishing their 

mission included the following: 

[S9P] I think the most rewarding aspect was that we got the buildings 
open within five days. And if you had told me that when we got there, I 
would've said there was no way we would ever be able to do this. But it 
was incredible how much work got done in such a quick, quick, quick, 
time. 

[Ao W] That we finished it on time. Actually when the judges held court on 
that Monday week, I actually went into ~e courtroom on ~he Monday tjiat 
they opened for court. I actually walked m there and he mtroduced us to 
the crowd there in the courtroom and he actually told everyone that we 
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were the ones that got them back in operations. That was really neat; you 
always like people to pat you on the back. So that to me was the most 
rewarding because nobody thought we could do it. Washington had 
already sent a man down here and told the courts they weren't going to be 
operating that soon, but the judges were still expecting it to be open that 
on that Monday week (sic). 

[I8F] We cleaned up all the debris off the floors, all the stonework and 
marble that was located in the elevator lobby. All that stonework was used 
in the Memorial. That was my job to make sure all that stuff got removed, 
taken to a warehouse near the airport and stored there. That material was 
later used as set pavers that go around the backside of the new building of 
the Memorial. That was kind of neat because it's something you can tell 
your kids or grandkids that the stonework there was part of what I did. I 
was the one responsible for salvaging it out of the Murrah Building so that 
it could be used for the Memorial. 

[05L] Oh boy you know [pause] I think after a person looks back after a 
couple years there are some things during the process [pause] there was 
just so much bad stuff [pause] you just want to get things operating and 
there were a lot of issues you're dealing with and your thoughts would 
always go back to a lot of issues there and a lot of folks who were affected 
by that stuff. It was more just getting through the day. We were all really 
busy, but at the end of the day, you would look back and say, "josh we got 
really busy doing this and that" and during that time and process you 
might have forgot about the horrific things [pause] but from a rewarding 
aspects, we were able to look back and say we were able to get the 
buildings back up and operating in a very fairly short period of time. 
Naturally you look at that but it's hard to see that as a reward out of that . 
entire situation. · 

[E4B] The afternoon before I had gotten a call from [Political Official's 
Name Removed], the head of FEMA, because I had objected to some of 
the procurements (sic). So I was at this meeting with the Deputy Regional 
Administrator for FEMA and all their lawyers and we stood in the middle 
of the parking lot, Janet Reno was there, and I felt so out of place if you 
know what I mean, and I had questioned us buying things for the law 
enforcement entities because under the law they have appropriated funds 
for supplies. We ended up there at that meeting because [Political 
Official's Name Removed] said we would purchase anything and 
everything that the responders need. But that's not what the Stafford Act 
says - anyway to make a long story short, I had challenged some of the 
stuff we bought and they wanted to know why I had challenged it so I said 
this doesn't apply to the Stafford Act. We can pay for security, but we can't 
pay for law-enforcement, this is a crime scene. And the four lawyers 
looked at each other and said, "Yup he's right." And we had to we reverse 
all of those purchases out of our records. 
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... Probably the one thing was one week to the day the governor wanted 
to recognize the first responders. And he didn't want it to be a media 
event or anything else. . . . Anyway long story short we got contacts for 
about 17 or 18 of the 21 agencies in the local area and the next morning we 
stood there by the bomb crater and they did a nice little ceremony with 
the governor and no media, nobody knew about it, and FEMA asked me to 
represent GSA. So there was like 18 of us there at the ceremony with the 
governor - it was kind of neat. 

Participants acknowledged the ability to accomplish their mission was due in 

large part to the synergy and camaraderie among individuals and esprit de corps among 

organizations as well as the outpouring of community support resulting in unlimited 

volunteers and donations. Responses from participants regarding rewards specific to 

synergy and camaraderie included the following: 

[K1H] The rewarding part was honestly it was a sense of seeing the 
community among the federal agencies, states agencies, other 
governmental groups, rescue workers, and firefighters. It was seeing them 
all working together - the rescue dogs, etc. The massive effort and how 
everybody responded. The really rewarding thing was - you know all the 
COOP [Continuity of Operations] planning we do - well we didn't do any 
emergency planning back then, but I tell you what it just all came 
together, Federal Supply was up there, FTS at the time was up there and 
everybody was mission oriented. A lot of bureaucracy went down within . 
GSA and ever since then I always thought we don't have to have these 
exercises - we know how to do this and it if ·something does happen we 
can respond. It was an incredible sense of pride how we just pulled 
together. 

[M3J] The most rewarding aspects of my experience - I would say is 
several things. I saw people that before this experience that didn't work 
terribly well together, [Name Removed] specifically in my shop, and our 
contracting folks, sitting side-by-side with an estimator and a property 
manager developing program requirements and having it estimated and 
this all happened in about three hours. Calling in multiple .contractors, 
sitting on the steps with the CO [Contracting Office] there and saying 
here's the scope of work, go away with your calculators for 30 minutes 
and come back here and in 30 minutes because I want a bid because we're 
going to award it right now. They did that and they came back, I think 
[Name Removed] was the CO [Contracting Officer] came back, took the 
lowest bid or the lowest two bids and awarded them right there on the 
spot. That's a transaction that would've taken four months in _any other 
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circumstance. They got along and it worked well together. That was one 
example of a rewarding aspect 

The other was the camaraderie that we had as a team. That Federal 
Supply, Federal Telecommunicati_ons Service and PBS, who really worked 
as three autonomous services organizations and very seldom interacted 
with one another, had to in this particular case. And everybody was 
selfless about it, there were no selfish motives, there were no selfish 
actions, people took upon themselves from the highest-ranked person to 
the lowest-ranked person. There was no task beneath their dignity to do. 
They knew when they were a follower and when they need to be a leader 
and they assumed those roles and did a great job. 

[S9R] ... I don't think Blackmon Mooring could have gotten all the 
people they needed if they hadn't had hundreds of people show up saying 
how can we help. And I assume they were all paid, but I don't know, I 
don't know if they took them up on their volunteerism or not. They were 
just lined up and they all had aprons on so you could identify them as 
working for Blackmon Mooring people and they were everywhere, just 
everywhere. They were digging out glass out of flowerbeds, out of the 
window seals, cleaning up in the halls, and mopping, and replacing 
windows. There were so many tradesmen and contractors working all at 
the same time, and it didn't ever seem to be a problem. When you have a 
traditional project, it's always "he did this - he did that," "I can't do that 
because he's doing this," but none of that occurred - we didn't have any of 
that. That was probably the most rewarding was the amount of work that 
we did in such a short period time ... .I think we were able to accomplish 
that much work in such a short time frame was because of the long days 
and the spirit of everyone wanting to help. 

[UuR] ... And the outpouring of support - we were not alone - people 
really cared and wanted to do something to help. People were asking to do 
whatever they could even if they didn't have the skill or expertise that we 
needed. They were willing to do anything they could: There were "no 
bosses," everyone seemed to do whatever they could, I saw workers telling 
agency heads [ executives] what to do. There was no hierarchy just people 
doing whatever needed to be done. No one stepped on toes, agency heads 
that held high positions were willing to do menial tasks, whatever it took 
to help someone. That was very encouraging that grade or rank didn't 
matter when it came to helping. 

Other participants viewed serving others as a reward which was intrinsically . 

motivating and provided them with personal pride. For some, serving others was 

accomplished by re-establishing work operations for survivors and others impacted by 
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the bombing or by directly supporting recovery efforts thus indirectly helping survivors. 

It was also achieved by assisting survivors whether or not they were aware of the 

employee's efforts. Participants' responses regarding rewards associated with serving 

others included the following: 

[C2Y] It hit home what their needs really were and why. That's like many 
other requests, we were asked to buy a lot of stuff that you never hear 
about or know what the purpose was. So it was really very helpful to 
understand what's the purpose and how was it used when we were buying 
all this stuff. Then when you're talking to someone who has the products 
for offer then you can talk more knowledgeable about what you're trying 
to buy. . . . So it was a whole new area of purchasing products you had 
never seen or had stopped to think about .... So that part helps you and 
that was a win, I could do something about that when I couldn't do 
anything for the people that had been in lost in the building. But I could 
help the people that were doing the search and rescue. Protect the people 
that were doing the recovery (sic). 

[Q7N] The most rewarding aspect was having served. We were able to do 
a job very well and very fast and survive a review of our records when we 
were later audited. And there were lots of audits that occurred later. I 
knew from experience that it's easy to get caught up in the storm - of the 
upheaval - of the activity, but once it's over and everyone walks away, it's 
important to know that we had followed laws and procedures. It was 
difficult at times because tempers would flare and people wanted things 
done immediately, but we would ·work through it and resolve the issues to . 
complete the job. It was very rewarding to know we got things done very, . 
very fast, and we were able to get the work done very quickly within 
allowable laws and statutes and it was a great experience having served in 
that capacity. 

An additional reward mentioned by participants was obtaining survivor 

information. This included learning that coworkers and friends had survived the 

bombing, knowing the organization was taking care of the victims and survivors, or 

telling a family member that his or her loved one survived. And although working with 

survivors had been previously mentioned as a challenge, it was also identified as a 

reward. Responses from participants regarding rewards related to survivors included 

the following: 
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[G6O] The most rewarding was seeing so many people who were survivors 
and it was rewarding to be there helping. When we were working with 
many of the survivors and determining their lease requirements, we 
would mainly talk with them over the phone or make arrangements to 
meet them somewhere .... They were still pretty stressed and only wanted 
to see the actual space that they were potentially going to be setting up an 
office in. 

[M3J] The other rewarding aspect that I cannot say enough about was our 
Administration, a guy named [Political Official's Name Removed], came 
out he knew the business side but he said, "I'm going to leave the business 
side to (2 Managers' Names Removed], and others like them. I'm going to 
tackle the human side." He made a point to go with our property 
managers and he went with those two individuals to the hospital to visit 
our folks in the hospital, two ofwhich were deceased. 

He comforted their families, he spent time with our injured folks; he 
made a promise that he would be back and not forget them. And he kept 
that promise even after he left the General Services Administration. That 
guy gets me to. [Pause-Emotional] He would come back about every 4 to 6 
weeks, take tho. e who were able to dinner each night when he was there, 
talk to them, and spend time with them. No resource was enough, he 
enabled them and empowered Region 7 to do whatever they had to do to 
set Oklahoma City back up. He would fly out even after he left the agency 
and he was a busy man--after he left the agency for about a year and a half 
after that he would fly back out at his own expense from California to 
Oklahoma City. Not as frequently but probably four times a year to see 
those people and work with them. He was spectacular in that regard. 

[UuR] One rewarding experience was beif1:g able to tell [Coworker's. 
Name Removed] wife that he was alive. The other was finding out that 
coworkers and friends survived. 

Sub-theme: It takes a team player to play on this team. Interview 

question seven asked participants about lessons learned. A final sub.:.theme that emerged 

from participants was the lessons they learned from their non-normative work 

experiences. The primary lessons learned included the importance of team member 

characteristics and the contributions that the organization could provide that would . 

assist employees in this type of situation. Participants indicated a key to employees being 

effective in a non-normative work experience was the team members that they worked 
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with. Therefore, the characteristics of team members were important factors for ensuring 

the success of the mission. Specifically, the number one characteristic was an individual 

who was a team player and worked well with others. Additional characteristics included: 

(a) hard worker - willing to do what it takes to get the job done, can handle a fast pace, 

and the never-ending workload; (b) demonstrated ability - has previously proven their 

skills on another work project; (c) emotionally stable - stays emotionally calm, focuses on 

the work, and does not become emotionally entangled in what is happening around 

them; and ( d) recognizes when it is time for a break from the work, both during the day 

as well as a brief time off to go home. Participants' responses related to this sub-theme 

included the following: 

[AoW] Get a good team together first. That's the first thing, get people 
that are dedicated to getting the job done. The contractors, people that 
weren't even in that town were dedicated to helping us get this back in 
operations. 

[G60] I think you get very close to the people that you work with in those 
situations, but you also find that some people become overly irritated by 
what other people do in that close of an environment. So it's really 
important to pick the right people that work together. 

[I8F] Gosh~ I don't know [pause] probably just stay focused on the job at 
hand and try not to get too emotional about it. It's hard not to, but you 
need to. It's pretty much what we all tried to do was to stay focused on the 
job and not get too emotionally wrapped up into the moment. The 
magnitude of the event was probably greater than what the media 
portrayed it to be, for once. 

[K1H] Lessons learned from that event, you know having the right parties 
involved up there. Lessons learned would be who's going to be your 
emergency response people, may be a planned response ... 

. . . I think lessons learned [pause] that's kind of a hard question to think 
about you know lessons learned [pause thinking] good or bad [pause, 
thinking]. I think it's important to get the right people up there would be 
important and positive lesson learned. 
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[S9P] To be willing to do anything you're asked because it's critical 
especially in contracting arena because not everyone is warranted 
[ contracting authority] and not everybody can obligate the government. 
Just jump in and do whatever you can because we were doing stuff for 
different agencies, so again, do whatever you can, for who ever you can 
and think out-of-the-box. Definitely think out-of-the-box because you 
can't follow every rule and regulation when you're in a situation like that. 

We have a lot of lessons learned from that that we applied to Katrina and 
Ike that helped to make things a lot easier. For example, we came up with 
a little checklist, we came up with formats, quick sheets that we could take 
on-site. . . . They've actually implemented a lot of FAR [Federal 
Acquisitions Regulations] clauses from this emergency experience that 
had not existed before Oklahoma City. A lot of things changed since 1995 -
for the better. 

[UuR] I guess what I learned from my experience was to just trust your 
instincts and don't underestimate your abilities. For example, when I look 
back on the experience I would never have thought that I could have 
survived it, but I did what I had to do and I did survive and things that I 
thought I would have never been able to accomplish I did. In a time of 
need and desperation, you need to believe in yourself, you shouldn't 
second-guess yourself or underestimate your abilities. And there is a lot to 
be said for preparedness. Nowadays we do a lot of things to prepare for 
different emergency situations and we're better prepared, but everyone 
should always be prepared in the event you're called upon to assist. No 
one expected Oklahoma City and we saved lives being prepared and 
trained. I wouldn't take emergency preparedness lightly. 

Participants also indicated that in order for employees to be effective in a non

normative work experience, there were contributions that the organization could 

provide. These included: (a) supportive and attentive supervisors - those who kept 

employees informed, provided assistance when needed, and were aware of how 

employees were handling the emotional aspects of the situation; (b) local employees -

ensuring the appropriate support was provided to the survivors and b~inging in local 

employee survivors wanting to assist with recovery efforts; and (c) identifying the right 

number of employees to respond - finding the right balance between too many and too 

few. Participants' responses regarding organizational ·support included: 



[AoW] I would say make sure you got a leader, and I have to hand it to [2 
Supervisors' Names Removed] they left us alone; they told us the latest 
things that they had heard that needed to get done. The courts would talk 
to them. The court also talked to us, but mainly to [2 Supervisors' Names 
Removed]. And you need supervisors that will back you up when you are 
breaking the law and let's face it, we were breaking the law. [Coworker's 
Name Removed] was writing contacts where we had not done any source 
selection on it. If there was somebody standing there that could do the 
work, they got the work. But we negotiated each one of them; they just 
didn't get the work. But I still think [2 Supervisors' Names Removed] 
were the most important to me. I would want someone just like them over 
me that would back me up, stay out of my way, and give me help when I 
needed it. [Supervisor's Name Removed] was really good about things like 
helping out (sic). 

For example, I couldn't find a ceiling contractor and [Supervisor's Name 
Removed] must have stayed on the phone for two days until he rounded 
up every single ceiling contractor in that part of the country and some of 
them must have come from as far away as New York. But he got on the 
phone and got them down here for us so we could make deals with them. 
That's what you've got to have. You can say we did a really good job at our 
level, but a really good job was done at [2 Supervisor's Names Removed] 
level. As tired as we got we knew they were just as tired and they were up 
all night taking calls (sic). 

[K1H] . . . The command center that we set up was very effective. The 
division directors and the people up there assumed an effective leadership 
role. We had strong leaders there ... 

[M3J] I've said it may times in multiple meetings, if we can rally around . 
what had to .be done in Oklahoma City; there is no task or rule that is 
insurmountable. Why can't we act and treat one another the way we did 
then, why can't we treat them that way today like ':Ve did then. No 
parochialisms, no territorialism, people's minds - memories are short and 
they become parochial again, but the human spirit is unbelievable when 
it's back against a wall. And they helped one another that'·s what I saw 
both from the city, from our management in Washington DC, specifically 
our Administrator, my leadership team, my peers, my staff, my friends - it 
was just unbelievable. I think the American people want the government 
to work the same way everyday, not because a domestic terrorist blew up 
a federal building and killed 168 people that's the way we ought to work. 

[Q7N] A key lesson I learned was to keep a watch over the people who are 
working for you and know how they are doing as well as how they are 
handling the situation. In Oklahoma City I had to deal with an individual 
and send him home when I realized that he had stepped over the line and 
was getting too emotionally involved and wanting to be a hero. 
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... Oklahoma City taught me to watch for behaviors such as not letting 
me or others finish their sentences; second guessing what was needed; 
obtaining work without proper authorization; incomplete or inaccurate 
paperwork; and being confrontational. Again even though I wasn't on site 
for Katrina, when I started observing those behaviors, I knew it was time 
to remove the individuals from the worksite and send them home. 

[E4B] It was kind interesting because we had 150 people there for GSA. 
And my observation was that there were probably 20 of them that were 
actually doing something. A lot of people were there getting face time. But 
that that's my opinion. The lesson learned is that you don't need a lot of 
people there - you know - go with what you need initially and you can 
bring people in any time you want. Well everybody thought they needed 
everybody and it was like they had a lot of people sitting around, a lot 
people standing around and they weren't doing anything for the cause and 
those that were working and doing things were working their tails off. And 
they did find space for the 21 agencies of which most did not go into (sic). 

[SgP]There was just the two of us and we definitely could have had some 
help, but then I'm not sure if help would've been good because then when 
you have so many people trying to do different things it's more difficult to 
keep track of what is going on. Because there were only two of us, we 
knew exactly what we were working on and we could keep track of the 
work and we were communicating with each other. It worked great, we 
were able to communicate well with each other, we weren't doing 
duplicate work, and things didn't fall through the cracks (sic). 

[K1H] Lessons learned - I think they had - I think the positive thing we -
did was that we looked after our victims [siJ.rvivors] in Oklahoma City .. 
[Name Removed] I believe he was the only functional person from the 
service center that was there and he was there all the time. He was - to me 
- kind of in a daze - but he was very helpful. If you can pull in a local 
person to assist with the situation that's helpful. · 

Research Question II 

The second research question asked, "What were the perceptions of the GSA 

employees; the stressors they experienced; the resources they used to _assist_them in 

handling the stressors; and the coping strategies utilized to adjust to their experiences 

associated with their work assignment?" The following interview questions helped to 

answer research-question two: 



8. What were your initial perceptions regarding your work assignment? 

9. Did your perceptions regarding your work assignment change over time? If so, 

how or why? 

10. What were the stressors you encountered during this experience? 

11. What resources (personal, family, social support, organizational) assisted you in 

handling these stressors? 

12. What did you find most helpful in coping with this work assignment? What was 

least helpful? 

Four themes and eleven sub-themes were identified from interview questions 

associated with research question two and are summarized in Table 8. Themes were 

numbered sequentially, therefore, theme 2: constructive perceptions is the first theme 

associated with research question two. 

Table 8 

Research Question II: Themes, Sub-themes, and Brief Descriptions 

Research 
Question II 

What were the 
perceptions of the 
GSA employees; the 
stressors they 
experienced; the 
resources they used 
to assist them in 
handling the 
stressors; and the 
coping strategies 
utilized to adjust to 
their work 
assignment? 

Themes, Sub-themes, and Brief Descriptions 

Theme 2: Constructive Perceptions 
Participants' perceptions were overall positive, framed constructively, 
and viewed their work assignment as manageable. 

Sub-Theme: Initial Perceptions 
Participants' initial perceptions revolved arourid concerns 
associated with the explosion, work responsibilities they were 
tasked to handle, and their feelings of apprehension. 

Sub-Theme: Later Perceptions 
Participants later perceptions' involved re-evaluating their work 
assignments, concerns about individuals in the building, and 
questions about the magnitude of the devastation from the 
bombing. 

( continued) 
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Table 8 ( continued) 

Research Question II: Themes, Sub-themes, and Brief Descriptions 

Research 
Question II 

What were the 
perceptions of the 
GSA employees; the 
stressors they 
experienced; the 
resources they used 
to assist them in 
handling the 
stress ors; and the 
coping strategies 
utilized to adjust to 
their work 
assignment? 

Themes, Sub-themes, and Brief Descriptions 

Theme 3: Stressors Experienced 
Participants revealed a variety of stressors experienced during this 
work assignment which included work-related stressors, emotional 
stressors, and self-imposed stressors. 

Sub-Theme: Work-related Stressors 
Work-related stressors were associated with the work pace and the 
nature of federal agencies. 

Sub-Theme: Emotional Stressors 
Emotional stressors were associated with the devastation and 
destruction related to the bombing and the emotional aspects of 
dealing with victims and survivors. 

Sub-Theme: Self-Imposed Stressors 
Self-imposed stressors were typically related to participants 
pushing themselves to complete work assignments in unreasonable 
time frames, feeling the need to be emotional strong in front of 
others, and concerns about keeping up with activities occurring at 
home. 

Theme 4: Resources Utilized . 
Participants indicated they utilized a range of social support as the 
primary resource to assist them in managing this work experience. 

Sub-Theme: Social Support 
Participants utilized a broad range of social support which included 
family, coworkers and colleagues, supervisors and managers, · 
community support, friends and church members. The resources 
that participants named consistently were their family and 
coworkers. 

Sub-Theme: Counseling Services 
For participants who knew counseling services. were available it was 
viewed as a resource even if they did not use the services. For some 
of the participants who had no knowledge they existed, they viewed 
the organization negatively for not providing counseling services. 

( continued) 
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Table 8 ( continued) 

Research Question II: Themes, Sub-themes, and Brief Descriptions 

Research 
Question II 

What were the 
perceptions of the 
GSA employees; the 
stressors they 
experienced; the 
resources they used 
to assist them in 
handling the 
stressors; and the 
coping strategies 
utilized to adjust to 
their work 
assignment? 

Themes, Sub-themes, and Brief Descriptions 

Theme 5: Maintaining Perspective 
Participants utilized coping strategies that assisted them in maintaining 
their perspective. These strategies included engaging social networks, 
employing personal attributes, and benefiting from organizational 
support. Least helpful was handling nonproductive work issues. 

Sub-Theme: Engaging Social Networks 
Engaging social networks included the ability of participants to 
interact and use support systems they had available to them such as 
their families and coworkers. 

Sub-Theme: Employing Personal Attributes 
Participants utilized personal attributes to handle their work 
experiences in a manner that best suited their own personality. 
Coping strategies included managing emotions by staying 
emotionally calm and not becoming emotionally entangled in what 
was happening around them; focusing on the work to accomplish 
their mission; and recognizing when humor was helpful as well as 
knowing how to use it appropriately given the situation. 

Sub-Theme: Benefiting From Organizational Support 
Participants indicated that there were various organizational items 
that supported them and assisted them in handling their work 
situation. These included supervisors who were supportive and 
backed-up their d,ecisions, needed financial and human resources 
provided in order for participan~s to perform their jobs, and 
organizational esprit de corps as. well as the camaraderie that 
emerged among individuals and organizations. 

Sub-Theme: Handling Nonproductive Work Issues 
Least helpful in coping with their experience was handling 
nonproductive work issues. This included dealing with specific 
groups of people and handling organizational issues. 

Note. Themes were numbered sequentially. 

Data analysis from participants' interview transcripts revealed.four themes and 

eleven sub-themes for research question two. Themes included constructive perceptions, 

stressors experienced, resources utilized, and maintaining perspective. Perceptions of 

the GSA employees were positive, framed constructively and viewed the stressor event, 
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their work assignment, as manageable. Stressors experienced tended to be work-related, 

emotional in nature, or self-imposed. Resources utilized included a broad range of social 

support from sources such as family, coworker and colleagues, supervisors and 

managers, friends and church, community support, and counseling services for those 

that knew of their availability. Coping strategies employed by participants focused on 

maintaining their perspective by engaging social networks, employing personal 

attributes or benefiting from organizational support that was provided. 

Theme 2: Constructive perceptions. Interview questions eight and nine 

asked participants what their initial perceptions were regarding their work assignment 

as well as if their perceptions changed over time. Participants' responses to questions for 

both their initial and later perceptions regarding their work assignment were positive, 

framed constructively, and participants viewed the stressor event, their work 

assignment, as manageable. 

Initial perceptions centered on concerns regarding the explosion, work 

responsibilities, and their feelings. Their concerns re~arding the explosion mainly · 

focused on how the explosion had impacted the building and the tenant agencies. 

Thoughts revolved around their work responsibilities and often included mentally 

planning, preparing and anticipating their work tasks. Feelings associated with their 

upcoming work assignment were typically related to their apprehension and uncertainty 

connected with not knowing the exact nature or details of their upcoming work 

assignments. Initial perceptions had been shaped and influenced by information 

obtained from 1V news reports· broadcasting at the time, organizational information 

available, and their own mental assessment of what their role would involve. 



Later perceptions involved re-evaluating work assignments and responsibilities 

based on the fact that the explosion was due to a bomb and not a gas leak. For some 

participants, this new information caused them to wonder if there were additional 

bombs, what the status of individuals in the building was, and what the magnitude of the 

devastation was. For others, new information regarding the bombing did not alter their 

initial perceptions. For all participants, their later perceptions, like their initial 

perceptions, were positive and overall constructive. 

Sub-theme: Initial perceptions. Participants' responses regarding their 

initial perceptions were constructive. They viewed their work assignment as manageable, 

centered on concerns regarding the explosion, work responsibilities, and feelings of 

apprehension. Participants' responses regarding their initial perceptions included the 

following: 

[Ao W] I just called my wife and told her at that time, there again, I 
thought it was a gas leak, we all thought it was a gas explosion. We just 
told her, I mean, I just told her you know I've got to go, we don't know 
what we're running into but we got word that the Murrah Building 
exploded. And her first thought ·was "are you sure you want to go? Don't . 
you want to back out?" Well I knew I was the one that needed to go and 
[Supervisor's Name Removed] knew I was the one that needed to go to ... 
. So uh she was kind of used to this kind of stuff. It was like that except 
that it was a bomb explosion and we weren't use to that (sic). 

[E4B] It was a little bit after 9:00 a.m. because it [the bombing] had 
happened at 9:02 and we were having a meeting in ASD [Administrative 
Services Division] and somebody poked their head in the door and said 
there was an explosion in Oklahoma City. And I said, "Okay fine. " Then a 
few minutes later someone came in and said there significant damage . .. 
the second I saw it, I knew this was not a gas explosion. -'J1lere was · no 
doubt in my mind I don't know what it was_, but I just knew that this was 
not a not a natural disaster or a gas explosion ... The parking lot was on 
fire, all of the cars were· on fire, and half of the building was gone, it's like, 
that's not a gas explosion. You just know and a couple hours later the 
bomb threats started coming in to all the federal buildings in United 
States, including ours [Fort Worth] so we starting evacuating. We 
evacuated to the city's EOC [Emergency Operations Center] under the 



grou~d here. We went there for a while, then we went to the [Federal] 
parking garage and set a little mini command center there. I think I got 
there [Oklahoma City] about 11:00 p.m. that evening ... (sic). 

[O5L] Well you know obviously it was a horrific thing that happened and 
we were very sympathetic to the folks because a lot of us in the Fort Worth 
office knew a lot of the folks in the Oklahoma City Service Center and 
knowing when you saw some of the pictures on 1V that your counterparts 
that you knew really well, may have been in there and we just didn't have 
that much information yet. That was the first thing on my mind - just 
wondering just who was affected and how they were dealing with stuff 
(sic). 

Then as I got closer up there I was mentally trying to put together what I 
would need to be doing and how I could prioritize my task and how I 
could make myself most useful to the Command Center up there. That 
was down on the list of priorities but still trying to go through and 
understand what I needed to be doing. Doing the kind of work that I do 
you have to kind of think of those types of things. Normally when you 
when you encounter situations like that there are probably 50 million 
different things that are occurring and if you don't give it a little bit of pre
thinking then it can be pretty overwhelming. So obviously I wanted to 
keep in my lane and focus on my assignments and duties. 

I also knew that we wanted to focus on the other buildings that were 
nearby and get them up and running as soon as possible. And I was 
thinking about how we would need to work with our force account people 
up there and the custodial contractors, and our IDIQ [Indefinite Delivery 
Indefinite Quantity] contractors: They all have a vested interest in what's . 
going on up there. So first I was thinking about folks in Oklahoma City 
and then second what I needed to do, to best help them. 

[ Q7N] We didn't really know much about the bombing or the severity of 
the bombing. You know it's really interesting because I'm thinking back, I 
did not picture people in my assessment. I was only thinking about the 
communications network and how we could offload [the 
telecommunications system] and what we would have to face or if we had 
to displace agencies out of the building, where would we need to go and 
how would we serve them. So it was strictly a matter of business. I 
remember just thinking okay if we can do this - how can we get critical 
numbers [telephone] identified - that was my main concerned (sic). 

You know I had no idea because I had not seen the effects of the bombing 
- it had just been about smoke - I had not seen the aftermath. And at the 
time - that probably was the best thing for me that I hadn't seen tjle 
aftermath. I just heard that there had been an explosion - we didn't know 
what part. The other part was that when I contacted [Southwestern] Bell 



they told me that there was some damage to the central office there and 
we were going to have to address it and communications to the facility 
[Murrah Building] was obsolete - so I was thinking about what we needed 
to do. And I remember I didn't even think about children, I didn't think 
about people, I didn't think about - it was just - what do I need to do. 

[G6O] Nobody actually knew that morning that the explosion was a bomb. 
The morning that it happened [Coworker's Name Removed] was on the 
phone talking to somebody on the phone in the actual GSA office [in 
Oklahoma City]. We were standing there waiting for her to finish her 
phone call so we could go to break. She looked at the phone and she said, 
"Well I guess he's through talking to me since he hung up." So we went to 
break and when we came back it was on television by then and we still 
thought it was a gas leak at that point in time. It was much later that they 
found out it was a bomb. We probably knew it by the time we were on the 
way up there because I do know they were looking for the vehicle that 
Mc Veigh was in when we were on the way up there ... 

We didn't leave until six o'clock that night because we had to wait until we 
could get back into the building [Fort Worth] to get some things that we 
needed. This building had been evacuated several times that day until we 
were all sent home later in the morning. I knew when we left the building, 
I would be going up there [Oklahoma City] with the team when we first 
evacuated from the building .. . . For one thing we didn't have any idea of 
how many agencies we would be working with (sic). 

We traveled there in three separate cars with two people in each car. And 
on our way up there was a tornado that flew over us and we had to get out 
of the car and seek safety in the refrigerated food locker of a restaurant . . 
We thought we were stopping to eat but [2 Coworkers Names Removed]. 
had actually heard the weather forecast that said take cover and it passed 
right over us while we were trying to take cover. · [Coworker's Name 
Removed] was yelling, "Go get in the ditch, go get in the ditch." I thought, 
we're not going to get in the ditch, so we had stopped at this restaurant, it 
was like a Sirloin Stockade place, and when we went inside the restaurant 
they said hurry and get inside the refrigerated locker area, so we all went 
inside the refrigerator. 

After the tornado had passed we stayed and had supper there. After eating 
there, we continued driving up [Oklahoma City] there. We didn't know 
that we had any hotel rooms so we just drove up there and we actually 
found a hotel on the way up there on outskirts of town [Oklahoma City]. It 
was late about midnight when we got up there. We stayed at this awful 
hotel at the edge of town. I think it was a Roadway Inn out there by the 
airport. It was an awful hotel, but we found out later that we actually had 
hotel rooms reserved for us in the same hotel ·where the Command Center 
was located. 



[K1H] There was a [pause - thinking] that's interesting well from the 
standpoint of I was going there to do work that was looking ahead and not 
a direct response to the immediate situation, I was not involved in the 
immediate recovery. I felt humbled by the situation and I was in awe of 
what had taken place and the magnitude of it. I can remember it was the 
only time I cussed out a colleague, and it was [Coworker's Name 
Removed] (sic) . 

. . . I just didn't feel like we were totally a part of the emergency response 
effort because the work we were doing was long-term planning. I wasn't 
doing the real work so I was trying to be very respectful of the people who 
were doing that work and I tried to do my job, but stay out of the way. 

[M3J] That's a great question [pause] my first thoughts were [pause] 
recovery of - I had approximately 32 people that worked, not directly for 
me, but in my division in Oklahoma City and I spoke to the manager of 
the Oklahoma City office and that's how I was notified of this, long before 
I saw it on TV. He called my direct line and so my first thoughts, even 
before I deployed that same day, were - the people, how do we recover our 
people because we couldn't account for everybody. 

So as I was driving up there because getting a flight up there was 
impossible. At that point my first thoughts were the folks that we had in 
Oklahoma City, where were they, were they accounted for, never thinking 
we had lost anybody, but we lost two people and the second was where 
should the [Fort Worth GSA] Command Center go should the City of Fort 
Worth have a bomb threat called in there. Because in those days we didn't 
have an alternative called the Fort Worth Federal Center like we do now. -
We didn't have cell phones either - well we. had them, we just weren't 
using them. Those were my initial thoughts. 

[S9P] [Supervisor's Name Removed] said, "You need to leave now." .. . 
She told us that our tickets would be waiting for us at the airport but you 
need to leave now because your plane is leaving in just a very short period 
of time. I thought, oh my gosh, I ran home, packed a bag, and then drove 
to [Coworker's Name Removed] house and picked her up. We drove to the 
airport together and caught the plane that everybody was on. 

I knew we had a lot of cleanup work to do, but I didn't know what type of 
cleanup would be needed. Blackmon Mooring was on the plane with us 
and they actually came back to me on the plane. . . . so they were back 
there trying to sell their services to me and I'm thinking, we're not even 
there yet. I don't even know what we're doing yet, but they were telling me 
everything they could do. So I guess my perception was we have a lot of 
cleanup to do, but I have no idea what we're talking about until we get up 
there. It had just hit the news and I had only just watched the _ news just · 
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five or ten minutes so the vastness of the scope of the work we would be 
doing was totally clueless to me - until we got up there. 

[U 11R] My thoughts changed many times about what happened. Some 
days I was there and thinking that it didn't happen [the bombing] or I 
would wake up one morning and I'm going to work thinking this was just 
a bad dream until I would get there and I would see the rescue effort 
going on in the Murrah Building and the building was half gone. And that 
was the reality but a few days later you would wake up and again still 
think this is just a bad dream because you would never think this would 
ever happen and you would be involved in something like this. There were 
times when I thought there was hope and things would be okay that they 
would find people who were missing and they would be alive. Then there 
were other times that I would think there is no way that people could 
survive. 

[18F] I wasn't real sure what I was going to be asked to do other than that 
I was told to report to the Command Center and to find out what I would 
be asked to do. So I was really apprehensive because I didn't have a clue of 
what I would be asked to do. It became really apparent once I got there 
that I wasn't go·ng to be dealing with the Murrah Building but I would be 
dealing with the damage to the two other buildings - the Federal Building 
Courthouse and the Post-Office Courthouse. I knew I would be helping to 
get those two back in service as soon as possible. I didn't even think about 
that. As soon as I got there I met up with a group and toured the other two 
buildings. I met up with [Supervisor's Name Removed] and some other 
folks and we looked through the buildings, looking at the damage. When 
we got there we got some flashlights since there was no power to either 
one of the buildings. All the ceilings were hanging down and other debris -
was hanging down. · 

[ C2 Y] ... At the time I left I did not know that I was going to be deployed. 
It was just out there - I didn't know the extent of what was going on. I'm 
trying to think the process um I was not initially deployed. I don't believe 
I was deployed until Friday. At that point in time there was already 
someone working with FEMA that had been deployed before me, a senior 
contracting officer and she pretty quickly determined that she was not 
going to be able to handle the volume so she called for her backup . 

. . . I was driving for three hours and all a long not knowing what's going 
on. I just knew where I was supposed report which uh, was I went directly 
to the temporary disaster field office which was in a hotel and I think was 
on Meridian Street. It was on the west side of the street. I'm trying to 
think; it was an old hotel so we reported there and worked there for 
several days until they had a facility for us in the downtown area. And it 
was in the basement. I remember thinking that they did that because of 
the concerns for security at that point. They were hiding us (sic)._ 



Sub-theme: Later perceptions. Participants' responses regarding their later 

perceptions still remained positive and constructive; they still viewed their work 

assignment as manageable. They tended to re-evaluate their work assignments based on 

the implications of a bombing, worried about the status of individuals in the building, 

and wondered about the magnitude of the devastation. For some, new information 

regarding the bombing did not alter their initial perceptions. Responses from 

participants regarding their later perceptions included the following: 

[Ao W] At that time, well the first thing once we heard it was a bomb, 
again as I told you while we were on the plane we had no idea that the two 
other courthouse buildings had been hurt at all. So we thought what we 
were headed up there for was to clean up a mess. I mean to get it cleaned 
up and uh so that's actually what I thought I was going up there for and 
again since we didn't know how much bomb or how much the building 
had been collapsed we had ideas that we might be going up there to 
rebuild offices in it so that people could continue to work. 

... And he told us it was a bomb; he was the one that told us all it was a 
bomb .... But this guy had told me and this was how I learned it was a 
bomb and it changed everything we were talking about.- I mean you know 
for when we get up there what we were going to see. Are there more 
bombs? No body really knew what we were going to see at the time. And 
we certainly didn't know that the other two buildings had been wrecked _ 
like they were. Because you see there was a Court building and a Post 
Office building was right in front of the Murrah Building. We had no idea 
how bad a shape those two were in. So you know we really didn't I didn't 
really know what I was running into. I was kind of running on fumes I 
guess saying, "What am I supposed to do." · 

[C2Y] You know having worked other disasters in the past there was just 
something different, I knew that it was going to be something quite 
different that I had been involved with before because most of the time 
the disaster recovery that we are doing are natural disasters things that 
were happening to people that were not directly associated_ with - I - I 
didn't , although personally I could relate to them, this was the first 
disaster that involved our building type situation. That's where actually 
knowing some of the people in the building and eventually finding out 
that they had not made it so that was sorta of a realization up front that 
this was going to be quite different from any thing we had worked befoi;-e. 
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In fact, not quite sure who had done that, and if it was still a threat. You're 
put right in the middle of it. Once I was up there it totally reconfirmed 
that this was going to be something different. Just the pace and the 
urgency just was it was just overwhelming the magnitude. That was a 
building; a huge building that wasn't there anymore and that someone 
cause that to happen versus an act of God. That sorta of thing was like 
okay you get past, but this was something that was intentionally done and 
you're wondering why someone would do it. But it was something that 
you also put on the back burner and you couldn't think of it now. That's 
what I found we did most of the time we weren't thinking about it. We 
were just taking a piece of paper and trying to figure out the best way to 
accommodate the request. Whatever the request was. 

[G6O]] No, I don't think so. I think we pretty much knew all along what 
we were supposed to do there regardless of whether it was a gas leak or a 
bombing. It was unfortunate the way it was, but it was no different from 
any other emergency that we've gone to where our goal was to find 
replacement space for an agency. We've had similar experiences finding 
replacement space for tornadoes, floods etc. 

[l8F] Yeah when I was driving up there [Oklahoma City] I thought I was 
going to be working on the Murrah Building all the time. But it became 
real obvious once I got up there that the way it was explained to me and I 
can't remember how soon it occurred, but that I would be the project 
manager over the repair of the Federal Building Courthouse. That was 
going to be my building - I was assigned to that building and I was in 
charge of it .... So each of us had the responsibilities for the repairs and 
alterations, basically getting those buildings back in shape. No one said 
what needed to be done, how to go about it, or what resources were . 
available. I just knew that I needed to concent_rate on what I needed to do . 
first. 

[K1H] No, I mean because I knew what I was going up there for and we 
were doing long range planning for tenant agencie·s. It was really 
interesting to go up there to see an emergency response like that - there 
was a bit of curiosity involved and there was a certain pride ·of being with 
the federal government and pride of seeing the responsiveness of 
everybody to. There were so many hotels that were filled up with 
individuals involved in the recovery efforts and so many different agencies 
were there - all to save lives and recover bodies. 

[M3J] Totally, totally - we thought initially [pause] it would be we 
constitute the federal operations up as quickly as possible. Once I got 
there the damage was much greater than we ever could have dreamed. 
The ability to access the worksites became more difficult because it was an 
FBI crime investigation quadrant off. So then I had ~o ~~gag~ in ~etting as 
many people as possible and the FBI was rather hm1tmg m this regard 



credentials so they could access the crime scene. So that was the initial 
task. 

. .. We got down there, we huddled with the team and one of our assistant 
building managers who was not in the building at the time the blast 
occurred, came over and brief us on what he knew about who was 
missing, where they were, kinda of did a brainstorm - what do we need 
and thought what will we need. We need we needed Federal 
Telecommunications Service (FTS) and so we contacted our FTS Assistant 
Regional Administrator and he deployed a group of folks to come up there 
with us to help re-establish communications. 

We knew at this point - we had some reconnaissance back from our own 
staff - on what kinda supplies we were going to need. So we basically 
made assignments of what activities had to be done, communications, 
Command Center management, operations, federal building 
reconstitution, replication of that space that was lost in a lease 
environment, determining what agencies were displayed, what their needs 
were, what their housing requirements were. 

[ O5L] No, obviously I was wanting to get information about people I knew 
as fast as I could and obviously that wasn't happening very fast because 
there was so much going on. People were trying to take care of all the folks 
in the building and there was a lot going on. I met with [Supervisor's 
Name Removed] at the time and initially just said here I am as you have 
your command meetings and determine what needs to- happen, I'm here 
and just let me know what you need to have done and I will work to make 
sure it happens. I will get people together so we can take care of things. 
Did it change much - no, I think it was a little bit more to start out with - -
there was just a lot of stuff going on. And initi~ly it was unclear for me to
see the organization early on because it was just so fragmented but I'm 
sure the folks that were up there knew what was going on. I knew that 
they needed me to do some things and I just wanted to know what their 
priorities were and what they wanted done so I could take care of stuff. 

[Q7N] Once we got up there, what was revealed to me was basically the 
building was damaged to such an extent that it would need to be 
destroyed. There was no way they would be able to rebuild the facility 
itself so once I knew that my focus was on identifying critical numbers 
[telephone] for the federal agencies. Once GSA set up its Command 
Center, our job was to reestablish what was needed for the agencies to 
continue their business. I remember my name being out there and 
immediately I got inundated with all of these questions related to the 
communications arena. Meanwhile I also had to brief FEMA because I 
was handling two roles and by the grace of God I was able to stay focused 
on the business. · 
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. . . This involved identifying all the critical telephone numbers that an 
agency had, which meant these were telephone numbers that should 
never be out-of-service. Once I identified those I worked with AT&T to 
redirect those numbers from Oklahoma City to Dallas. So as calls were 
coming in, the operations of the government would be maintained. All 
calls would be answered and handled. That was a major accomplishment 
and I think we got that done by the end of the second day or the beginning 
of the third day. It was really a lot of work around the clock and staying 
focused helped me to accomplish that task. 

[S9P] I think - and this is something that will never ever leave my mind 
because when we got up there all the whole downtown area was secured. 
We had gotten down there and we had to walk from where we had parked 
and it was several blocks away. I don't remember exactly how many 
blocks we had to walk, but I just remember it was really, really eerie 
because I couldn't believe how many blocks there was of damage and 
debris and broken windows. I mean broken windows everywhere and 
eerie because the curtains that been hanging in the windows were flowing 
in and out of the windows and it was very, very eerie. And then when we 
got up there near the Murrah Building we went to the surrounding office 
buildings [Federal Building-Courthouse and Post Office-Courthouse] 
because that's where we were told we would be working. Specifically we 
needed to figure out how to get those buildings back online soon as we 
could. 

We toured those buildings and it was devastating all the ceiling tiles were 
out, all the windows were out, and the windows had exploded so bad that 
there was so much glass penetration in the walls and then glass and 
shards of glass all over the rooms. And then you saw blood and it was · 
awful - it was just awful because people had b'~en hit with this flying glass.
And then you would see people's desk and this is what was so vivid you 
would see people's desk where their work was laying there and you're 
thinking - those people those poor people - were righ~ in the middle of 
their work and then they've got blood on their papers and then there was 
blood trails down the walls and it's like oh my gosh this is just awful. Just 
awful. So when I saw all that I thought we're going to have to clean all this 
up. This is a lot of work; we're going to have to clean all of this up. And 
then there were all the ceiling tiles because all the ceiling grids were all 
bent and the whole impact of the explosion from the Murrah Building had 
cause the damage in these other buildings. I just could not get over the 
glass; I just could not get over the glass. There would be big rooms with 
glass embedded in the walls all the way across from the windows. And · 
they were big huge rooms and I thought somebody in the line of all the 
glass flying from the windows - well it was just awful. That's when I 
realized what we would have to be doing. 

171 



[U11R] ... That's how we sometimes found out somebody actually made it 
- you would just run into them. And that happened for months after the 
bombing. You just wouldn't hear from someone, then you would see 
them, it might be a tenant or a friend and you would say, ''I'm glad to see 
you made it." Unfortunately every once in a while you would find out that 
somebody hadn't make it. Or I would hear that someone was in the 
hospital so I would go to see them in the hospital. I went to see friends in 
the hospital and some of them were there for months. And their lives were 
changed forever because of their injuries. So there were a lot of visits to 
the hospital. 

Theme 3: Stressors experienced. Interview question ten asked participant 

about the stressors they experienced. Participants in this research study revealed 

stressors that tended to be work-related, emotional in nature, or self-imposed. An overall 

theme for this question was identified as stressors experienced; sub-themes were 

identified as work-related stressors, emotional stressors, and self-imposed stressors. 

Sub-theme: Work-related stressors. Work-related stressors were 

associated with the work pace or the nature of federal agencies. Work pace included a 

variety of items such as the urgency of work requests, constantly changing work 

priorities, enormous volume of work to be done, and managing one's time as opposed to 

others managing it. Additional items in this category included long days with limited 

breaks, pressure to get the other federal buildings operational, and making quick, good 

decisions while ensuring the integrity of the work. 

The other grouping of work related stressors included those that were associated 

with working for a federal agency and included items that participants had also 

previously identified as challenges. Participants found it not only chaHenging working 

with political officials who had differing agendas, were egocentric or disingenuous, but 

also viewed those items as stressors. This also held true for items such as requests from 

the White House and Central Office, the agency's headquarters' office, for informa~on, 
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reports, briefings, etc. All these items were viewed as challenges as well as stressors. 

Participants' responses as they related to work-related stressors included the following: 

[E4B] The stressors probably if I had to zero in on anything were the 
operational aspects of sourcing the stuff that we needed to buy. Because 
that became frustrating from the point of any time we got a request for 
something they needed it within an hour or two. And that's just not how 
we operate and yet we had to find a source that could deliver within an 
hour or two because we were doing urban search and rescue and 
supporting the coroner's office .... So everything was "do it now." And we 
realized that and we had to really think outside the box. And then for the 
first week and a half none of the vendors wanted to get paid, they wanted 
to donate it. And we're talking millions of dollars. It took FEMA a year to 
figure out how to back out all of those obligations. 

[l8F] I can remember a couple people within GSA that were stressors. 
There was one individual that was that thought that he was in charge and 
was ordering people around and stuff (sic). He caused a lot of additional 
stress that was unwarranted I thought. Somehow he thought that he was 
in charge and everyone was working for him. [Laughing] It was 
[Supervisor's Name Removed] he was a pain in the ass and I remember 
getting in to it a few times with him while I was working on the Federal 
Building Courthouse .... He was ordering people around and kinda like 
everyone worked for him. I don't think so - you know, I work for 
[Supervisor's Name Removed] and this is our project and this is the way 
we are handling things 

... So it was stressful, you're working long hours. When I was working on . 
the Federal Building Courthouse, we would start really early in the. 
morning and you go until midnight or one o'clock in the morning and they 
didn't have enough hotel rooms for us. I slept on a couch in [Coworker's 
Name Removed] room a couple of nights before I could get a room. It was 
bad - you know - and I thought I was going to have to sleep on the floor 
at one point. I didn't have enough clothes because I didn't know how long 
I was going to be there when I left home, so you were dirty all the time it 
was pretty bad. I can't remember if they had any laundry facilities - I 
don't think so. I can't remember - I think [2 Coworkers' Names 
Removed] ended up bunking together so that they could give [Coworker's 
Name Removed] and I a room otherwise we wouldn't of had a room at all. 
It was some sort of weird deal. · 

[M3J] Honestly I can't think of one. People were just so accommodating 
and helpful. The only stressor I can think of "Yas we neede~ more hotel 
rooms and we just couldn't get them. So we had people doublmg up. 
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[Os~] Well [pause] obviously it was a very horrendous thing and you were 
feelmg a lot of stress and different emotions. And obviously you felt the 
need to get those other buildings up and operating as soon as possible. It 
never was a race, but everybody knew they wanted to send the message 
that the government would come back from something like this and 
whoever did something like this would not shut the government down. So 
we felt the need to get things tore out, ripped out, and rebuilt, and get the 
buildings operational. There was a lot of stress associated with that. Just 
dealing with the nature of the accident was stressful and then you would 
call home in the evening and people would want to know what you were 
doing. 

[U 11R] ... You didn't have your own staff to work with because of the lack 
of available resources because they were either directly affected or doing 
something else. So a lot of things were spur of the moment and there was 
a lot of panic with so many people needing your time and attention, right 
then and there. It seemed like you were always getting sidetracked. You 
would always have something to do or somewhere to go but in the process 
of getting there people would grab you and say, "Hey I need you," and it 
was very hard to manage your own time. It was "crisis management," so 
everything to everyone was a crisis and everyone's priority was an 
emergency. 

[E4B] As crazy as it seems - no, this is not crazy - the most frustrating 
thing was putting up with the bureaucracy. The bureaucracy in Central 
Office and them wanting to know information that didn't even exist yet or 
I sent it to you or are you watching the TV because you're probably getting 
more information on the situation then what I can tell you because I'm 
not there at the site. It was just that kind of stuff - just the bureaucracy ... -
. The request for information from people is overwhelming and years ago 
I could say, ."I'll get back to you when I get back to you" and today that 
doesn't work. They want to know right now because they're putting stuff 
together for the White House and they always drop, "this is for the White 
House," but I don't really care that this is for the White House. 

[G6O] I think just the political pressure from our leaders that was 
unrealistic and obviously they had their own agenda. Most of us weren't 
use to dealing with them on that level. We were able to - [3 Managers' 
Names Removed] tried to - I think [Manager's Name Removed] told 
[Manager's Name Removed] to take [Political Official's Name Removed] 
for ride and don't bring him back until his plane was here. So they tried to 
help us deal with that and protect us because they had a lot more 
understanding of the type of jobs we were doing then than the [2 Political 
Officials' Names Removed] - I forgot his name. They were totally out of 
touch - of what really went on in a situation like that. They didn't have 
any human element interest at all. It was all ·about what they were going 
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to report to the media. It was really surprising and it was only when they 
were there. 

It was like in day two, three, and four and I remember [Political Official's 
Name Removed] screaming at [2 Coworkers' Names Removed] -
demanding, "I don't want to hear that from you, I want to know that 
you've got everything taken care." And he would slap his hands and 
screaming at them and when I walked in I found him doing that so I 
walked back out I told [Manager's Name], "you have to do something 
because they don't need that kind of stress, they've got a job to do and I 
don't think that it's at my pay grade to try and tell [Political Official's 
Name Removed] what he can and can't do, but I think you all need to 
distract him." [Manager's Name] sent [Manager's Name] in right away to 
take him away. They were just stunned that they were being treated that 
way because they knew they were doing a really important job. The 
expectations that he had completely blindsided everybody. When there 
weren't any political people there, the stressors were just the usual ones, 
there was a lot of work to be done, it was a fast pace, there were lots of 
important things that needed to get done. It was pretty seamless and 
everybody tended to work together. 

[I8F] But the other thing, I think it was [Political Official's Name 
Removed] he came through and he was ordering people around. I 
remember I was giving contractors directions on repairing ceiling or 
something and he just stepped in and said, "no you need to do this, this, 
and this." I was like - who are you. I didn't even know who he was and he 
was just ordering people around like he was in charge, overriding people's 
direction and stuff and just throwing his weight around. He was like, ''I'm 
Mr. GSA." I think he was the [Position Title Removed] - I can remember · 
the GSA Administrator was there too, buf. I just remember [Political 
Official's Name Removed] was a jerk. He didn't thank you or nothing; he 
didn't say hey how are you doing or how is it going or anything. He 
showed no empathy for your situation. He was just_ ordering people 
around and then overriding your direction and making you feel like you 
were just a peon. I wasn't too impressed with that guy. 

Sub-theme: Emotional stressors. The sub-theme, emotional stressors 

included stressors that related to the devastation and destruction associated with the 

bombing or the victims and survivors. Comments such as seeing the destruction done to 

the building and surrounding area as well as those associated with working in close 

proximity to where people had been killed were associated with the devastation and 

destruction. Comments related to assisting in identifying bodies, smelling· death that 
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permeated the area, thinking about the children killed, knowing individuals killed, 

working with survivors, and watching victims' families gather at the site were associated 

with victims and survivors. Participants' responses as they related to the emotional 

stressors included the following: 

[ G60] . . . just the vast damage and the overall smell of death was more 
than you could even comprehend .... HUD lost a lot of people, in fact the 
hardest thing for us, I forgot about this, but we had an employee that was 
in our legal staff here [Fort Worth] and [Coworker's Name Removed] and 
I were friends with him and we would go out and eat and stuff like that. 
He had just moved up there and he was killed. He was also [Manager's 
Name Removed] friend. [Manager's Name Removed] also knew that 
[Coworker's Name Removed] and I were friends with him so that was 
really hard. I don't think I really knew of anybody else that was there - it's 
been a long time and I'm surprised that I've remembered as much as I 
have - more than I thought I would. 

[I8F] I've often told [Manager's Name Removed], I never served in the 
military but I served at the Murrah Building and I feel like that was my 
time that was my chance to serve my country. It was very stressful and 
something that I wasn't prepared for and thrown in to it and you had to 
do it. I don't really know what it's like to be on the battlefield, but I do 
know what it's like to be in a very stressful situation, I-was right there in 
the middle of the aftermath of a terrorist attack and the aftermath of all of 
that and all the things we saw, the things we smelled, walking through 
debris and blood and stuff. You could see dried blood on the ground . 
[pause] I wasn't really prepared for all that. '_I dealt with it, but I wasn't 
really prepared for that type of experience. It was different. It was 
definitely one of the highlights of my career and it was one of the most 
stressful times of my career. [Pause] April 19 is an interesting date for me. 

[K1H] Stressors well you know, I've been thinking about that - it was 
emotional seeing that devastation, I mean it just took your breath away 
and then knowing people that were killed there. The SSA [Social Security 
Administration] attorney used to be our legal counsel. I believe his name 
was [Name Removed] - remember him - he was a super nice guy. I 
probably knew him more than some of our GSA folks that . were in the 
building. I didn't work with them, but I had work a bit with [Name 
Removed]. It was just so much sadness and oh the childcare center - you 
remember the picture of the firefighter with that child and that child was 
dead. [Coworker's Name Removed] was up there to, he has a picture up 
on his desk with President Clinton and [Coworker's Name Removed] and 
then you can see [Coworker's Name Removed], the property manager, 
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and you see the expression on his face in the picture was very sad, sad 
expression on his face (sic). 

[S9P] I guess one was just seeing it [Murrah Building] and kind of putting 
yourself in their shoes, the people who were sitting at the desk and 
unexpectedly being shard with glass or were embedded with glass. But we 
were so busy which was probably a really good thing, because we didn't 
have time to stop and dwell on it . 

. . . Then at night when we would go to bed we would turn on the TV and 
that's all you saw when you turned on the TV and I thought, oh my gosh, 
I'm here and this is all happening around us. I don't know if you 
psychologically try to block it out because you're busy or - I don't know 
how your mind works, but we just didn't dwell on it until - like when I 
looked out of the window that one day and saw all the body bags and 
thought oh isn't that awful, just awful. Then, I'm such a dog lover they had 
the little staging area for all the dogs and they would be exhausted and 
they would have their little feet cut up and that would be really touching 
to me. It was like, these poor dogs because they there looking for dead 
people. That really hit home, they're working so hard, because that's what 
they're trained to do and they're working themselves to exhaustion and 
their handlers were sitting there ... so it was just so sad, I couldn't do that 
(sic). 

So for me, the primary stressor was when I saw something that was 
represented the bombing had occurred, like looking out the windows and 
seeing the body bags lying on the ground in front of the Murrah Building, 
or visiting the Murrah Building and seeing it sorta of cut in half, exposing 
all the offices and the office equipment, or seeing the search and rescue
dogs. Otherwise if I was working then I was. fine for the most part. And 
shockingly enough, more so now I get emotionally when I stop to think 
about those poor people. I don't know if it's because you're so busy, or if 
because we didn't have much sleeping and you 're working on adrenaline 
and your mind does weird things to you when you haven't had much 
sleep. We were working on adrenaline knowing that we had so much to do 
and so little time to do it. 

[U11R] As I previously mentioned dealing with the parents, spouses, and 
families as they were looking for their loved ones was very stressful. Other 
stressors were losing contact with the people you had been working with 
in the office because of the situation. 

[l8F] I do remember when you were asking about stressors, it was one 
Sunday, I guess it was the Sunday, it was a couple of Sundays after the 
bombing, it was raining that day and the families wanted to come up to 
the site prior to the demolition. So we stood out there in the rain and 
watched all the family members come up and lay flowers where the bomb · 
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went off. And you could see grandmas, grandpas, sons, and daughters, 
and parents and all these people came filing in one at a time to see where 
this event had happened that killed their loved one. And that was 
emotional that was very emotional. I remember I cried about it and I 
remember telling my dad about it on the phone and he said, "Oh you don't 
need to get so emotional about it." And it was like, "Dad you don't 
understand, this was sad, this was a big deal, it affected me." That was 
probably the one time I got the most emotional about what was 
happening, so that was the one point that it all hit and became very 
personal you know when you actually saw all the families come up there 
and you realize, this is what really happened here, there are hundreds of 
people affected by this, probably thousands, it was sad (sic). 

I just worked through it. I remember when I came home after being in the 
Murrah Building for a while and no one was at home that day and 
[Spouse's Name Removed] was probably hadn't come home yet. I 
remember how quiet the house was, it was, it was just weird and 
everything was neat and in its place. I had been around so much chaos 
and so much debris and everywhere you looked you saw destruction when 
you were up there, so to come home and be in your bedroom and 
everything is neatly in its place and it's real quiet and pristine - it was just 
weird. It felt really strange and not normal because I had been around all 
this dust and dirt and debris and total chaos for weeks on end and then to 
come home and everything was just perfectly in its place was kinda 
strange. 

[K1H] And I'll see one thing now that I'm thinking back about it probably 
that I recall [pause - tapping fingers on table - trying to get emotions 
under control]. [Still emotional] They have a check-in center where you· 
get your badges, they were getting a badge for an older couple, I think it 
was for some parents - I never cried about this before [pause - provided 
him tissue] - I didn't think I would do this - [provided reassurance it was 
okay]. Yea that was stressful, seeing a married couple, elderly, I say 
e,lderly, at the time they were probably sixty and you could just tell by 
their expression that they lost somebody and they were getting them 
closer to the site because they didn't look government or official. You 
could see the law enforcement folks directing them where they could go -
you could just see from their posture, they were kind of bent down and 
their posture just had a weary look. It was just sad to see that (sic). . 

Sub-theme: Self-imposed stressors. Additional stresses that participants 

experienced were ones that the participants imposed upon themselves. These stressors 

typically related to participants pushing themselves to complete work assignments in 

unreasonable time frames, feeling the need to be emotional strong in front of others and 



concerns about keeping up with activities occurring at home. Participants' comments 

regarding self-imposed stressors included the following: 

[Ao W] I really didn't ever feel overly stressed, I felt like, I guess I put a lot 
of stress on myself. I guess because [Manager's Name Removed] picked 
me, he was the head guy, and he picked me over a lot of other people and 
so I put a lot of stress myself because I felt like I had to get it done. 
Because [Manager's Name Removed] went out on a limb, not many 
people wanted me. Most people wanted someone who'd been working for 
the division for a while say 10 or 15 years like [Coworker's Name 
Removed] . 

. . . It was stressful, in the sense that I felt like I had something that I had 
to get done. And I'll say what my wife says, I'm getting ready to retire 
again for my third time, she said, "you won't last a month because I'll give 
you a list of work to do and you'll try get it done in the first day and then 
what are you going to do." That's kind of the way I am all the time. I 
probably went up there and thought I've got to get up there now and get it 
done. I don't have a week - I probably stressed myself out so when I came 
home I was stressed out, wore out, and wasn't sure I was going to go back. 
I think I thought I'd done all I could do. So when I got up at the end of the 
weekend and said, "Well they sent me there so I guess I better go back." 
So I did. 

As far as real stress goes I don't know that I was stressed other than the 
stress of pushing myself. Truthfully I thought about it a lot since then, and 
truthfully we really could've gone to sleep. But all of us were just so 
worried we weren't going to get it done. There were many times when I. 
would be there in the middle of the building· and the only person there at 
3: oo a.m. Everybody was wore out and had ·gone home to rest and stuff 
like that. I'm sure that we pushed ourselves and we could have done the 
same job maybe even better because we wouldn't have been so tired (sic) . 

[Q7N] I knew I had to be strong. I was from a family of six kids and my 
Dad had been in the military so he basically had always treated us like we 
were in the military. I was familiar with the importance of carrying out a 
mission, being responsible for doing my job, and following orders. In 
Oklahoma City, I knew that I had a mission that needed to be done and I 
was going to accomplish that mission. In this situation I was the lone 
female in charge and I was responsible for all these people who were 
checking in with me and getting their work assignments from me. I 
wanted people to know they could trust me and follow my orders so I 
made every attempt to make good decisions during the time we were 
working there. I also wanted to make sure that the work I was authorizing 
was done correctly because I knew there would be an audit eventually and 
I was determined that we would get a clean bill of health from an audit. I · 
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was also respectful of others even when tempers were flaring, which 
would occur at different times. 

[C2Y] Oh yeah I mean the urgency. A lot of it was the urgency of trying to 
do the right thing. Understanding that I couldn't do it all and coming to 
that realization that I couldn't do it all. And then naturally being away 
from family that was a stressor. Just trying to keep in touch with them 
and know what was going on and making sure like I said I had a smaller 
child still at home and my husband was in the reserves and we were trying 
to work around his weekend duty. In fact the day that I came back we sort 
of - he dropped my daughter off with a friend of ours because he had to 
head down to Barksdale for his reserve duty and I didn't see him until the 
following week. So I picked her up and I hadn't seen my husband in seven 
weeks but just trying to work around all those things ... (sic). 

Theme 4: Resources utilized. Interview question eleven asked participants 

about the resources they utilized. Responses indicated that the resources they utilized to 

assist them in handling stressors included a broad range of social support from family, 

coworkers and colleagues, supervisors and managers, community support, friends and 

church members, and counseling services for those that knew of their availability. 

Sub-theme: Social support. The resources that participants named 

consistently were their family and coworkers. Family members played an important role 

in providing support to participants via regular telepp.one communications as well as 

family members expressing their pride for the work that the employee was doing. Family 

members (spouse, children, and parents) also demonstrated supportive behaviors by 

assuming family and household responsibilities and displaying positive attitudes in their 

ability to handle the situation. 

Coworkers and colleagues were another important resource to participants. 

Comments included items such as the pride they had working with coworkers to 

accomplish the seemingly impossible in a short period of time, sharing evening meals 

together, and finding humor in work events. Supervi·sors and managers were also 
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identified as a resource to participants whether it was supporting their actions, keeping 

tabs on them, or making sure they were "alright." Others also commented on observing 

the camaraderie that existed among individuals and the esprit de corps among 

organizations. 

Community support was mentioned regularly throughout the interviews by 

participants and included the outpouring of support provided by the Oklahoma City 

residents which resulted in unlimited volunteers and donations. Other resources 

mentioned included friends and church members. Knowing that friends and church 

members were visiting family members, assisting their family with family and household 

responsibilities or praying for them and their families was comforting to participants. 

Thus, participants utilized a broad range of social support from family, coworkers 

and colleagues, supervisors and managers, community support, friends and church 

members. Comments regarding the resources participants utilized included the 

following: 

[O5L] Yeah I called home every night, it was probably when I got back to 
the hotel that I called home because we didn't have all these cell phones 
that we do now .... So I'd call home and make sure they knew that I was 
all right, and I would usually say, "Hey things are fine, we're just trying to 
take care of our job up here, and doing the what we needed to be doing 
and work through things." At the time, it was May so I think my son was 
probably in T-ball or something like that or baseball so we probably talked 
about some of his sports stuff and what he was doing. Conversations were 
probably like what are you doing and how are you doing - just normal 
stuff like that. 

[G6O] My family is always supportive, they've always supported my travel 
and being gone, so it wasn't really that big of a ~eal. My ~usband always 
took care of the kids when I was gone. Also having my friends who were 
there and because I was able to choose the team I was able to pick people 
that were compatible and got along with each other and could handle the 
stress. So I picked those team members specifically. . 
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... We all called home every day. We just talked about normal stuff - my 
husband and I don't talk about work that much and so there weren't many 
conversations about what I was doing .... Everybody was pretty much 
able to stay there without worrying about family issues. When it was time 
for us to go home nobody really want to go home. I think it was because, 
we had a job to do and all of us wanted to stay there until we saw it 
finished. Also we didn't want somebody else coming in and trying to pick 
up the work. I think we were there quite a while, there wasn't much 
leasing work going on after we left. I think we stayed around four weeks, it 
may have been longer. Most of leasing work was done when we left. 

[Q7N] Calling home and talking to my husband and family was very 
helpful for me. Although I didn't call daily because I think my husband 
could often sense that talking about everything that was going on would 
be stressful for me. So we would typically talk about just normal day-to
day things and I would talk to the kids and see how they were doing. I 
didn't talk to my parents as much because usually every time I would talk 
to my mom she would cry and that made it difficult for me to stay focused. 
Oftentimes I would just do a quick call with them, but I usually had my 
husband call them and give them updates about me as well as check on 
them. 

. . . Also knowing that my family was very proud of me and that they 
recognized that the work I was doing was very, very important and they 
were supporting me by taking care of themselves and helping out around 
the house. 

[Ao W] Coworkers and mostly my wife. My wife is real good at handling 
me, I'd call and she'd make jokes and tell me she didn't want me back 
home until I was through with the job and that it was done. She kept me 
up. [Supervisor Name Removed] really kept me up and [Coworker's Name 
Removed] really kept me up. A couple times · [Supervisor's Name 
Removed] said, "Come on let's go in the bar and have a drink." Well, I was 
usually too tired to go have a drink and if I would've drunk, I would have 
darn sure fallen out on the floor but they were good enough, both he and 
[Supervisor's Name Removed]. I never liked [Supervisor's Name 
Removed] before this. I can tell you he was a kind of an obnoxious guy, so 
I'd shy away from even getting close to him. And if he had a job I made 
sure I went the other way so someone else had to do his job. But my 
appreciation for him was something to behold. And of course 
[Supervisor's Name Removed] and I we'd already played poker together 
before that so I knew him and liked [Supervisor's Name Removed] (sic). 

[Coworker's Name Removed] probably was the biggest plus for me and 
she would sit there and let me beat people over the head or not beat them 
up, whatever it took to get the job done. Instead of saying you can't talk to 
these contractors, she'd let me talk to them and she would just sit there · 
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an~ j\lst write. I'm sure now that there's not an emergency like that one; 
shes Just as tough as any other contracting officer. But she'll always be a 
friend of mine because of that. Always. And of that I think she made me 
do a good job. In fact, I know she did (sic). 

[C2Y] The coworkers and the friends back home definitely helped out in 
the personal area. And anytime I called back here [Fort Worth] everybody 
was concerned with how things were going and they were asking if I was 
taking care of myself and of course you know I said yes. Do you need 
anything from us and trying to answer those questions realistic and 
knowing when I needed to say if I needed help, to speak up or do I really 
need to go home or can I stay here. They were wonderful with keeping in 
touch with us (sic). 

We got to socialize a couple of times with the other group of GSA people, 
which was sort of like a homecoming because we hadn't really seen them 
for a couple of weeks and then we decided we needed to get the little GSA 
groups together. There was no real plan on how that happened it just sort 
of happened. There were a couple of other people that were friends of 
mine and they just called up and said, "We're going to go eat here" and so 
we just got it together that way. Otherwise we may not have gotten 
together because they were working shifts and working 24x7. 

[E4B] Coworkers. Going out to dinner was exactly that emotional support 
that we provided each because we could get off the subject and talk about 
anything else but that. And that's what we did - we sat there and we had 
belly laughs. And sometimes the things that go on in a disaster situation 
get to be so much and so ludicrous you just have to laugh. Not so much 
what we did, but we would see other people doing things and respond and 
react and we would just think, "I can't believe that person did that." That 
kind of stuff was going on - so it was a very live - everybody had the 
ability to say everything they wanted. When we went out to dinner we just 
really let our hair down and some of us more than other~. 

[U 11R] It was coworkers, GSA, and the region provided a lot of support, 
whatever they could provide. There were counseling resources - the 
region set it up through DOL [Department of Labor] through OWCP 
[Office of Workman Compensation Program] worked with us. My family 
of course, my family in Louisiana and my wife was there and my sister-in
law flew up to be with my wife. My wife's sister was living_ in Arlington 
[Texas] and she flew up to Oklahoma City. Friends came over from other 
Service Centers, like [Coworker's Name Removed] who drove over from 
Little Rock, Arkansas, ·came to help and stayed at our house. [Coworker's 
Name Removed] was there, a lot of support from many different people. 
There was tremendous support from the tenant agencies and . the 
Oklahoma City community. And regarding the agencies, not only were we 
working together; we were also comforting each other. Agencies have their · 



own mission and of course we did to, but during that time it seems like we 
all had common goals. 

[M3J] Organizationally, from Washington to the regional office, people 
supported us 110% with the exception of my one encounter for a day and a 
half with the PBS Commissioner. My family called me constantly, I wasn't 
very good about returning calls, other than to say, "I'm fine, everything's 
good." 

The greatest support was probably the people I worked with, not 
probably, it was the people I worked with, the men and women of 
Oklahoma City and how they reached out to us. There was nothing - if 
you were part of the recovery team and you had a badge to that effect -
they would do everything for you. You couldn't wash your own clothes, 
you couldn't buy a meal, and they just took care of you. 

[SgP] No, I just could believe how nice people were up there and how 
thankful they were that was so touching to me. It was like, "oh thank you 
so much." I was thinking I'm just doing my job. So that was very touching 
and it was very sweet. 

[Q7N] Another helpful aspect was being around people that I enjoyed 
working with such as [Colleague's Name Removed]. He had a great sense 
of humor and all of us learned that we were able to keep ourselves going 
through laughter and realized it was okay to laugh about things. It wasn't 
that we didn't recognize that the situation itself wasn't funny - in fact it 
was very horrific - but there were times during the day-to-day work we 
knew if we didn't laugh occasionally we would cry. And there were just 
situations that we encountered that were funny. It was okay for us to 
enjoy some humor and laughter. Laughter· was definitely an emotiorn~l 
release and .helped us to deal with the stressors that we were dealing with 
because of the situation. 

As a side story, I don't remember what day it was but it was the initial 10 

to 12 days, and we're working around the clock there was a call with 
Richard Allen or Bob Allen from AT&T. Let me back up, the long-distant 
carriers at that time were Sprint and AT&T and they were very 
competitive, yet here they were side-by-side along with a lot of other 
carriers working with me and reporting to me. It was "whatever [Name 
Removed] wants - she gets." We were having one of our meetings when 
one of the guys from AT&T said, Bob Allen, the top guy at AT&T, wants to 
have a call with you because he wants to know what you need from AT&T. 

I remember one of the things that you always want to do is take care of 
your troops and over the last several days people had 1:Ilentioned ~eir 
food and drinks getting cold because people would get their food or coffee, 
start working or get interrupted and when they finally went back to eat,· 



everything was cold. And everybody was saying, "I just wish I had a good 
cup of coffee." So when I got on the call with Bob Allen and all these 
people were around, he said, "[Name Removed], I'm Bob Allen from 
AT&T and I just want to know what we can do to help you, we're so proud 
of our team and everyone that is helping with the communications, etc., 
so [Name Removed], what can AT&T do to help you?" And I said, 
"Everything that you've done thus far has been great, everyone has been 
extremely helpful and I really appreciate all the work you're doing and I 
think we have everything covered, but it sure would be nice to have a 
microwave." 

I heard on the other end of the line, "Did she say a microwave?" "Yes, she 
said a microwave." "Okay, where does she want that microwave to be 
placed?" "Is there anybody there that knows about engineering and 
towers?" Well it quickly dawned on me that he was thinking I wanted a 
microwave tower versus a microwave oven which was what I wanted. 
[Laughing] I said, "Tower, oh not a microwave tower, what I need is a 
microwave oven." Everybody started laughing, but the next thing you 
know we got a ton of microwave ovens. Of course when they arrived we 
had to check with Legal to determine if we could accept them. Because 
they were a donation and they could have them back when the Command 
Center closed or give them to the Red Cross or whomever, we were 
allowed to accept them. It seemed like within minutes the microwave 
ovens appeared and there were so many of them we could put them 
wherever we wanted them. That was the spirit - one of unity that existed 
there. That spirit of unity and that spirit of doing thihgs exemplified all 
our efforts - that's what got me through. 

Another example of that spirit of unity had to do with the production and 
installation of PBX Switches. There was another guy that worked for me 
that has since passed away, a guy by the name of [Employee Name 
Removed], he was my manager in Dallas and very knowledgeable about 
the PBX Switches. Because we had to put agencies into lease space we had 
to get switches to install in those lease spaces. What happened was we 
went into production with Nortel; they were making these switches and 
building them and they were building them so fast for us to use wherever 
we needed. 

The agencies had certain requirements for them and of course they 
weren't all the same requirements for each switch, FEMA had their 
requirements, and FBI had their own requirements. But we all worked 
together, [Employee Name Removed], the contracting officer, everyone 
gathered all the different requirements, and they were able to assemble 
them overnight. It's not an easy process, when you build a switch you have 
to burn it in to make sure it's going to work and then we had voice mail 
packages that were integrated into the switches, and they also had to be 
serialized in order for everything to work. These switches were _coming off · 
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We were making all these purchases that night. We had arrived late that 
night, but they had the WalMart store opened for us because the store had 
closed for the evening and no one else was in there. We had called the 
store and told them we would be coming and they said they would be 
ready for us when we arrived and they had a whole crew of people with 
flatbed carts for us. We just went through the store and said, "Okay 10 

shovels, 12 brooms, etc." 

[Q7N] Another thing that was very helpful to me was the support that I 
had from my church and the fact that I knew they were praying for me 
and my family. In addition I knew various church members were helping 
my family and taking care of them by fixing meals and taking them over to 
the house. That was one less thing that my wife had to take care of so that 
was very helpful to me. I still remember how comforting it felt knowing 
that that they were caring and looking out for my family as well as praying 
for me at church. Yes, that was a huge support for me even though I was 
so far away. 

[M3J] The other part was how the outreach of the community of 
Oklahoma City was second to none. The evening - that Wednesday 
evening of the blast - in April - the blast was so horrific that it imploded 
windows in our adjacent federal buildings. When I say imploded I mean it 
shot shrapnel, three inch pieces of glass that flew across a 30 foot court 
room to land in the wall of the court room. It started to rain that evening 
and we had to shore up our buildings in terms of tarps and plywood and 
so forth. Trying to get that quantity of supplies was next to impossible. 
Someone in our Federal Supply Service, I don't know who, had contacted 
W alMart and Home Depot and a fellow that worked for me, [Name 
Removed], and others deployed with government trucks to go there and 
purchase as much as we could possibly get our hands on. Supplies and 
materials. All along we were having supplies and materials brought into 
us from the southern states, in this case I mean Texas. I wasn't there but 
[Name Removed] reported back that the store manager of this one Home 
Depot and this one WalMart said, "Come in and take anything you want." 
This kind of almost makes you want cry to think how heartfelt these 
people were that they would say take anything you want. He tried to give 
them a credit card and they wouldn't take it he said, "Don't worry about it 
it's yours, anything you need in here is yours." And they did and we never 
got a bill from those folks or anything, it was unbelievable. I didn't think 
I'd be emotional about this but that was like amazing. 

The other part of how the city reached out to you - we were there three 
days and I remember packing - it would be a few day trip and it was April 
so I was thinking it would be warm so I brought one pair of jeans and 
basically shorts and T-shirts. Well it was cold as heck and driving rain and 
Clothiers from Oklahoma City came up and they donated all these clothes 
for use by size and so forth that we would need. In addition to that after 



that happened which was probably on a Sunday, that Sunday afternoon a 
couple of cleaners came up and said, "Here's some bags, give them out, 
here are some tags, just put all your laundry in these bags with your name 
and your room number on it and we'll take care of it and have them 
laundered or dry cleaned or whatever and we'll get them back to you," and 
they did. 

That Monday a massage outfit, actually 2 of them, came in and said, "We 
know you're working 18 hour days, we're going to set up this massage 
booth over here and have people come over, relax we'll give you a rub, a 
neck massage, to help release the stress any one is dealing with." So those 
are three examples of how the city reached out and just helped us help 
them. 

[K1H] I didn't lose anyone close and I didn't work up there and I didn't 
suffer anything unbearable or anything like that. There was definitely 
sadness about, but I think the camaraderie was very strong with the 
people up there. It was real evident and being with part of a group that's 
trying to do something good out of a bad situation. Again the camaraderie 
was probably the biggest impact. And as I said the other agencies along 
with GSA were taking care of things and cutting red tape and other things, 
etc. (sic) 

Sub-theme: Counseling services. A final resource that received mixed 

comments was counseling services. For participants who knew counseling services were 

available viewed it as a resource even if they did not use the services. It seemed knowing 

they existed was sufficient. For some participants who had no knowledge they existed, 

they viewed the organization negatively for not providing counseling services. It 

appeared the key to knowing there were counseling services available was dependent 

upon participants' work location. Participants located in the GSA or FEMA Command 

Centers, except for two individuals, knew of the counseling services. Participants located 

at other worksites were completely unaware of the services. Participants' comm~nts 

regarding the availability of counseling services included the following: 

[l8F-Worksite: Murrah Building and the other Federal Buildings] I knew 
about EAP [Employee Assistance Program], I knew personally about that 
because I'd used it before for something else. But there was never anyone 
who said hey you know there is EAP or there was never a message sent to 
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these people that responded that said there's counseling available to you if 
you're having difficulty with this event. There was nothing that I recall 
relative to that. 

. . . Well I remember the whole thing about counselors and talking to 
[Coworker's Name Removed] about it once. That was an emotional time 
and I had dreams about it, for years afterwards, I would wake up thinking 
about stuff and no one ever really offered any counseling. They never said 
well let's take a look at which employees were there and which ones we 
may need to offer some help to. They didn't do that and I thought it 
should've been done. It didn't really screw me up to bad, but it something 
you did think about, it was a significant event. 

. . . In terms of support like counseling there was no counseling. There 
was no recognition that it negatively affected people. I certainly wasn't 
trained in emergency response and I wasn't in the military so the things I 
saw and the things I thought and the things that I felt and the things that I 
smelt and all those things I wasn't prepared for. That wasn't a part of my 
job description - it was like one month of being on the battlefield - in 
some ways - it wasn't that bad, but it was still stressful at times (sic). 

[O5L-Worksite: Other Federal Buildings and Occasionally the Murrah 
Building] No I can't imagine - I don't get into that so I wouldn't use them. 
It's been a long time, but I can't remember anybody mentioning you need 
to go over here and get some counseling. Most of the time when you're 
working you're very focused and so for the first couple of weeks it may not 
be the time, but after that when a person starts thinking about what has 
happened, it could be needed. In the beginning you're so mission-oriented 
and busy that you don't let your mind wander. Then it might be later on -
maybe a couple weeks later when you start thinking about things and then 
seeing there is a need to maybe have counseling (sic). 

[S9P-Worksite: GSA Command Center] ... I knew that they had 
counseling services available. [HR Director] had also come down from the 
HR [Human Relations] office from Fort Worth to help out and I knew 
about the counseling services that were available through EAP [Employee 
Assistance Program]. I think just knowing that all those options were 
available, even though I didn't use the services, was helpful. 

[U11R-Worksite: GSA Command Center and Murrah Building] HR set it 
up, they had DOL [Department of Labor]~ OWCP [Office of Workers 
Compensation Program] provided the counseling services. I don't know 
when they started providing the counseling services. But they had a 
meeting with us, the GSA Oklahoma City employees and let us know 
about the counseling and made it available to us. Then there were also 
sessions set up for us with a private counselor and you could set up as 
many counseling sessions as you wanted. I went to a few later on, not 
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right then or even immediately after the bombing, it was months later. 

[C2Y-Worksite: FEMA Command Center] Most helpful was just talking 
about it and talking about your fears. FEMA was really good about 
bringing in a psychologist up front. We called them the little mood people 
because they would come around and put the little dots on your hands to 
see if you were stressed out - oh look its black you're stressed out. And 
you could go and talk with someone. They were located in a little room 
nearby and if you wanted to come by you could go to them or they'd come 
by and do little fun things like bring stress balls and do all kinds of little 
things. Sometimes when they came by we would roll our eyes and say, "I 
don't have time for you" and other times it was welcomed because you 
would need to break away. 

[M3J-Worksite: GSA Command Center] That second week - I say the 
second week that Wednesday or Thursday about a week later our HR 
[Human Resources] people had thought about it and apparently had come 
up there with some counselors. They had set up a counseling room and so 
forth for people. It was voluntary initially, then after a while any of us who 
had been there more than a week, they required us to go in and spend one 
hour. I refused and of course I was directed to do that and I went in and it 
was an emotional time. I couldn't really focus on that conversation, it was 
like - let's get back to work. So that was - I'm sorry I digressed there, but 
that was the difference between the normal work day and responding to 
Oklahoma City. Plus, I would tell you the attitude of everybody was can, 
do positive, a smile on their face, a lot of humor quite frankly going on. 

Two Exceptions (two individuals who worked in a Command Center, but 
were not aware of the availability of counseling services): 

[K1H-Worksite: GSA Command Center] I don't know, I always knew 
about the Employee Assistance Program but I don't recall anyone saying 
afterward about counseling services being available or anything being 
available there that's for dang sure. There are too many things going on 
there. It was still a crime scene at that time and they were still pulling 
bodies out and recovering bodies. I don't recall any counseling resources 
at the Command Center. I'm sure there were probably some pastors and 
ministers there I would suspect. I don't know really. 

[E4B-Worksite: FEMA Command Center] ... no there wasn't any 
[Counseling Services] for this. They were more concerned with the 
survivors of the building so all the effort for counseling through public 
health service and stuff like that were all really focused at the at the 
victims of the building and the people in the neighborhood there ... but 
we didn't have anything in Oklahoma - not that I'm aware of. 
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Now I was not aware of anything [ counseling services] - we had each 
other [humor] - we really did. And a lot of the federal agencies that were 
there had worked together for at lease the last 4 to 5 years and we knew 
each other. Almost to the point where we were friends and so we could go 
to chit chat and actually express some things, whether it was the 
frustration over the bureaucracy or anything. There was a relationship 
there that you don't always find when you have brand-new people 
together and you have to figure out where everyone is coming from and 
we didn't. 

Theme 5: Maintaining perspective. Interview question twelve asked 

participants about coping strategies utilized during this work assignment. Most 

participants revealed using coping strategies that assisted them in maintaining their 

perspective. These included engaging social networks, employing personal attributes, 

and benefiting from organizational support were the primary strategies that enabled 

participants to maintain their perspective during their work assignment. 

Sub-theme: Engaging Social Networks. Engaging social networks included 

the ability of participants to interact and use support systems they had available to them 

such as their immediate and extended family as well as coworkers and colleagues. 

Participants' comments included the following: 

[U11R] On a personal side, the church community provided a lot of 
support with the healing process because a lot of people were busy, but 
still t rying to cope. And personally for me, I was busy helping other people 
so it seemed I didn't have anytime for myself to worry about my own 
condition and health, my mental health, because I stayed busy. By staying 
busy, I didn't have time to think about things because when I did that's 
when things started to sink in. As long as I stayed busy that was good 
therapy. I know some of my coworkers, who were not as actively involved 
as I was [in the recovery efforts], who stayed home or was not as busy as I 
was, it seems like for them psychologically tli.ey suffered a lot more. 

[AoW] The chief people that helped me were [Coworker's Name 
Removed] and [Supervisor's Name Removed] , but my wife was my 
backbone but who help me with getting the work done and made me look 
good wer; these other people. I've let system schematic do my carpet ever 
since then. I laugh when they come in and say you were doing a $5 million 
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job and now they're doing a $200 job for me. 

I talked to my wife almost every day. I'm also someone who will get down 
in the dumps but she's always guided me back up every time so I'd always 
talk to her almost every day. And let her give me a pep talk and whatever 
she wanted to say to me. 

[SgP] ... But I know I touched base with them very regularly. When I 
called them I didn't talk about any details about what it was like up there. 
Just how are you doing how's work going and I'd tell them I was doing 
fine .... And whenever I called I would talk to both my parents. I probably 
called and talked to my sister, we're really close, so I'm sure I talk to her. 

[G60] ... We all called home every day. We just talked about normal stuff 
- my husband and I don't talk about work that much and so there weren't 
many conversations about what I was doing. I think some of the other 
people - a couple of them were single - so they would call home to check 
on grandkids. Everybody was pretty much able to stay there without 
worrying about family issues. 

[05L] Yeah I called home every night, it was probably when I got back to 
the hotel that I called home because we didn't have all these cell phones 
that we do now .... So I'd call home and make sure they knew that I was 
all right, and I would usually say, hey things are fine, we're just trying to 
take care of our job up here, and doing the what we needed to be doing 
and work through things. At the time, it was May so I think my son was 
probably in T-ball or something like that or baseball so we probably talked 
about some of his sports stuff and what he was doing. Conversations were 
probably like what are you doing and how are you doing - just normal 
stuff like that. 

[Q7N] Calling home and talking to my husband and family was very 
helpful for me. Although I didn't call daily because I think my husband 
could often sense that talking about everything that was going on would 
be stressful for me. So we would typically talk about just normal day-to
day things and I would talk to the kids and see how they were doing. I 
didn't talk to my parents as much because usually every time I would talk 
to my mom she would cry and that made it difficult for me to stay focused. 
Oftentimes I would just do a quick call with them, but I usually had my 
husband call them and give them updates ~bout me as well as check on 
them. 

[E4B] Coworkers. Going out to dinner was exactly that emotional support 
that we provide each because we could get off the subject and talk about 
anything else but that. And that's ~hat we did - we_ sat t~ere and_we ~ad 
belly laughs. And sometimes the thmgs that go on m a disaster s1tuat1on 
get to be so much and so ludicrous you just have to laugh ... When we 
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went out to dinner we just really let our hair down and some of us more 
than others. 

[ Q7N] Another helpful aspect was being around people that I enjoyed 
working with such as [Colleague's Name]. He had a great sense of humor 
and all of us learned that we were able to keep ourselves going through 
laughter and realized it was okay to laugh about things. It wasn't that we 
didn't recognize that the situation itself wasn't funny - in fact it was very 
horrific - but there were times during the day-to-day work we knew if we 
didn't laugh occasionally we would cry. And there were just situations that 
we encountered that were funny. It was okay for us to enjoy some humor 
and laughter. Laughter was definitely an emotional release and helped us 
to deal with the stressors that we were dealing with because of the 
situation. 

[C2Y] ... I also think the biggest thing was the people that I worked with 
were extremely supportive of each other and if anybody needed just a 
little time to walk around, everybody was willing to pick up their work for 
them while they took a breather. 

Sub-theme: Employing personal attributes. Another strategy participants 

utilized was employing personal attributes which enabled participants to handle the 

work experience in a manner that best suited their own personality. Coping strategies 

included managing emotions by staying emotionally calm and not becoming emotionally 

entangled in what was happening around them; focusing on the work to accomplish their 

mission; and recognizing when humor was helpful as well as knowing how to use it 

appropriately given the situation. Comments from participants included: 

[E4B] See I'm probably the last person in the world to ask that because 
again I go back to the fact that I was in a combat zone for a year so in 
Vietnam and I saw stuff that most humans shouldn't see and you get 
callus towards it and maybe the realization or the philosophy that you 
know - one day at a time - enjoy life - don't take it too seriously. And I 
think the one thing that that all of us carried_ away was the randomness of 
something like this and there's not a thing you could do about it. So get 
over it and the part of getting over it was what made you stronger - if 
stronger is the right word. 

[05L] Well [pause] I tend not to try to think about things like that or over 
think them. I'm probably more of a put it in the back, move on, and do the 
work. That was just the way I was raised so I don't know [pause] that 
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seems to work best for me. I don't know if that's good, bad, or indifferent, 
but that's just the way it is with me. So just getting through the day - you 
know - it sort of like, you know you've got to start this today and you need 
to get this finished at this time, so you just want to get to that time and get 
to the next day. You're motivated by surviving and getting through with 
what you need to do. I'm very work oriented and that's my background 
and I focus on what needs to get done and if I can do that then chances 
are, I can get through most everything. 

[M3J] The most helpful was just doing the work, you didn't think about it 
and you were reacting and I found that helpful. I also found humor that 
we all developed, the Gumby 1 and Gumby 2. Another example was 
somebody dropped something and [Supervisor's Name Removed] and I 
both reached down to grab it and bumped heads. Pretty good to the point 
where [Supervisor's Name Removed] and I both fell over. And we looked 
at each other and said, "Man talk about people trying to help each other 
out." To our own detriment. So we always found something humorous 
about it. I remember [Coworker's Name Removed] went in for his 
counseling session which they made him do and came out and 
[Coworker's Name Removed], a friend of ours was there, and [Coworker's 
Name Removed] grabbed him and held him while I took his shoe laces off 
and took his belt from him and said, "We think you're on suicide watch 
and we don't want you to hang yourself." So he was laughing about that 
and we were too. The next day somehow he talked to somebody and came 
in with these Velcro shoes that don't have laces on them which we laughed 
about. Humor really got us through it all. 

[Q7N] For me what was most helpful in coping with this assignment was 
staying focused on the work that I was doing and not watching the TV or 
listening to the news. It was also very helpful to recognize that I was there 
to serve, that I wanted to serve, and that I had specific work that needed 
to be done in order to help the other agencies. I can't emphasize it enough 
that by staying focused on the mission I was able to do what needed to be 
done, do it very quickly, do it correctly, maintain the integrity of our work, 
and recognize that we were helping others. 

It definitely makes an individual strong and resilient. There's a voice 
inside you telling you that you can do it even when sometimes you feel 
like you may not be able to go ·on but you continue working because you 
know the work you're doing is important. · From all my experience l'ye 
learned that it doesn't help to get emotionally involved in the drama of 
what is occurring, but instead you need to stay focused on your work and 
accomplishing the mission. It's important to recognize and appreciate 
what is happening around you as well has as being ·compassionate for 
those who were directly involved in the situation or the tragedy. From my 
early experiences, I learned you can appreciate those individuals and 
understand what they're going through in order to do your job better. Also 
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being focused and not be becoming emotionally involved or overdramatic, 
but instead managing your emotions so you can do the best job possible. 

[U 11R] I know it helped me to stay busy. I had some resentment from my 
coworkers - I was in the building and in direct harm and could have been 
severely injured - I was around people who were killed only a few feet 
away sitting in their chairs. Then there were some people I knew who 
were not in the building, who supposedly suffered or who claimed they 
had suffered, but I knew they were not at the building and I had some 
resentment about that. There were some people who lost their lives and 
some people who were injured like me and yet here were some individuals 
who were not even on the site, claiming they couldn't come to work or 
work because of whenever ... Most of it was emotional stress, later I 
started to realize that it had affected them differently because I was there 
helping people and doing things that help me, but they had more time to 
think about it [ the bombing]. I could see if I had not gone back to work 
right away and if I had spent more time thinking about what had 
happened it could have affected me more emotionally and 
psychologically. 

Sub-theme: Benefiting.from organizational support. A third sub-theme 

that emerged was benefiting from organizational support that was present during their 

assignment. Participants indicated that there were various organizational items that 

supported them and assisted them in handling their work situation. These included 

supervisors who were supportive and backed-up their decisions, needed financial and 

human resources provided in order for participants to perform their jobs, and the 

camaraderie that emerged among individuals and organizations. Participants' comments 

included the following: 

[ISF] I think the most helpful thing was having the support of my 
supervisor. [Supervisor's Name Removed] was my supervisor at the time 
and having him there was very supportive and just knowing that he was 
there to support me was good. · 

[S9P] I guess knowing from a business standpoint, cause I can't think 
emotionally of anything, but coping with it knowing_ that [Supervisor's 
Name Removed] was totally allowing us to be self-driven and self
motivated just do we need to do, anything that you do we can get cleaned 
up after tbe fact. Just do what you feel like you need to do. So really 
having that flexibility and the trust is probably the best word - the trust 
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just to say do what you can and if anything needs to be cleaned up 
afterwards, we'll [Supervisor and the Fort Worth office] do it, we can 
handle it. Don't feel like you need to walk such a fine line that you don't 
get things done, do what you need to do, we'll worry bout any kind errors 
or mistakes later. So that was real helpful and of course having 
[Coworker's Name Removed] there was the most helpful. I would not 
have liked to been there by myself. 

[U 11R] What was most helpful were the unlimited resources, the regional 
office was there - contracting, real estate, and property management were 
there to provide whatever was needed. Whatever we needed they 
provided, funding - the money was there for whatever project was needed 
to be completed. Project management was there to provide technical 
support. It seemed like Oklahoma City was a priority for the whole region, 
it even felt like a priority for the national GSA. We had access to whatever 
resources we needed. I felt the same for the other agencies that they got 
the support they needed from their regional and national offices. 

[K1H] As I mentioned the camaraderie between all the governmental 
agencies and other groups responding to the emergency as well as the 
support from everyone there was very helpful. 

[ G60] I think the most helpful was having the support of the other 
branches like contracts and the telecommunication people and everybody 
was right there on-site. So when we needed something like furniture there 
were contacts all around us that were able to make that happen. And then 
obviously having the team that could get along, and usually when 
somebody was down other people were up so you are able to support each 
other. 

Sub-theme: Handling nonproductive work issues. Participants also 

identified items that were not helpful to them in coping with their work assignments. 

The sub-theme that emerged was handling nonproductive work issues. This included 

dealing with specific groups of people and handling organizational issues. In the category 

of dealing with specific groups of people, political officials were identified, as well as 

people with no apparent work responsibilities, and faw enforcement entities with 

differing missions. Participants' comments relating to dealing with specific groups of 

people included: 
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[G6O] The least helpful was having the high-level officials [Political 
Officials] right in our work space that was not a good thing. They weren't 
helpful at all. I'm not saying our regional people; I'm saying our Central 
Office people. I think you can still hear the cheering when [Political 
Official's Name Removed] was gone and [Political Official's Name 
Removed]. He was just embarrassing - he was there for the face time and 
it was just so obvious that he had no interest in helping but he didn't want 
to be perceived as not being there. He didn't have any leadership qualities. 
At least, [Political Official's Name Removed] did at least have some 
leadership persona but it was ill-fated. I think [Political Official's Name 
Removed] stayed one night and I'm not sure what hotel he stayed at. He 
probably stayed at that hotel because there wasn't much hotel space 
available. The President stayed overnight because the Secret Service came 
in and they were on the elevators with us in the hotel. 

[O5L] ... a lot of folks just wanted to be there to have their names put 
down that they were there and that did occur there. There were several 
folks I saw there and I would wonder "what are they doing here" I mean I 
couldn't see a function that they were doing there and I'd seen them 
around the Medallion Hotel and they always seemed to be trying to get in 
wherever there was the most action going on .... They came down with big 
fanfare and you would try to see what they were actually doing and if they 
were there to help you get the mission done, but you could see fairly 
quickly - they didn't do anything - they're just here hanging out. 

I didn't know the folks from Central Office, but I thought a lot of the news 
media really pushed their way into a lot of things. There were more of 
those folks at the Medallion Hotel; there were days you could hardly get 
around. It was a lot of reporters and stuff and Geraldo what he has to do 
with anything I don't know. But I can remember [Coworker's Name 
Removed] and I laughing about that stuff and saying I thought he just did 
the news stories you didn't want to talk about [laughing]. But there he was 
and he looked a lot smaller in person - he must have shrunk [laughing] -
he must have gotten wet [laughing]. 

[U 11R] I think what I experienced as least helpful was during the recovery 
efforts was the different missions of the law-enforcement agencies. For 
example, FBI looked at it as a crime scene and they were trying to keep 
people out and at the same time we were trying to get in for rescue 
purposes and restoration purposes. It became difficult at times and 
sometimes chaotic because they were trying to restrict access and we were 
trying to get as many people in as possible to get thirigs done as quickly as 
possible. So that was a big challenge. 

The other category identified by participants as not helpful in coping with their 

work assignment included organizational issues such as new initiatives that diverted 
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resources from the primary mission, need for reports, an initial lack of office equipment 

and supplies, and an inequitable method for recognizing employees' contributions in the 

recovery effort. Participants' comments relating to dealing with organizational issues 

that were not helpful to them included: 

[Q7N] ... I think the telework centers initiative was not very helpful 
because although it was a good idea and it had been adequately 
publicized, I don't think many of the employees involved in the bombing 
were ready to come back downtown or to any other locations around 
town. In the long run they didn't work out and we eventually ended up 
closing them. All I could think about was all the work that was involved in 
developing the requirements, identifying places and locations, and getting 
the word out to employees. In the end it was just really too soon for 
people to come back to work, especially in Oklahoma City. 

What was least helpful was dealing with the White House 
Communications group. I recognize that they had a very important job to 
do but their constant need for reports and information while we were 
trying to get our jobs done was frustrating. It seemed their need for 
information was never ending - here we were trying to stay focused on 
the work that needed to be done and then we would have to stop 
constantly and do some report or fill out paperwork. It was a tremendous 
workload that I felt slowed us down from doing what we needed to be 
doing. I eventually had two people that their sole responsibility was to 
deal with the reports and other requests for information. It was a huge 
help once I finally had two people assigned to handling nothing but 
reports. 

[S9P] What was least helpful, I don't think that there was anything ... 
[pause] probably not having the computers and not having the correct 
forms that you're used to, that might be probably the least helpful. But it 
was certainly understandable and we did fine without them. But you're 
always kind of second-guessing yourself and thinking. how binding is this 
piece of paper if something really comes down the line, like we have a 
claim or something, so that was probably the least helpful. I'm not saying 
that was a real driving factor because it wasn't, but it would have been 
helpful to have the blank forms that we have now that we can just take 
with us and fill in the blanks. · 

[I8F] As far as what was the least supportive - I didn't feel like - I felt like 
I had support from management while I was there, but at the same time 
after it was all over I didn't feel like there was suitable recognition for 
folks that had been there. It was almost like it was expected and it really 
shouldn't have been expected, maybe up to the point, but it just didn't feel 

198 



like folks got the recognition for what they been through. 

Too many times around here in order not to hurt anybody's feelings we 
include everybody in recognition oh yeah I've got to give Johnny one 
because Katie got one too. It just snowballs to the point that it's so diluted 
as far as the recognition that it's to the point that the people who did the 
heavy lifting are in a category with all these other people that I don't know 
what they did, but I sure didn't see them on the site. I didn't see them 
getting their boots dirty, I didn't see them staying up until midnight, I 
didn't see them having to deal with all this stuff. There should have been 
some sort of delineation behveen those who were there and the support 
people back in Fort Worth. In my mind every one was all thrown in 
together so not to hurt anyone's feelings but in the end it alienated the 
folks that did the work and made them feel bad. Maybe that sounds bad, 
but that's just the way I felt that we were all thrown together regardless of 
the work done. 

Research Question III 

The third and final research question was "What was the impact to the 

employee's family, as perceived by the GSA employee, during this experience?" The 

following open-ended interview questions were asked to help to answer research 

question three: 

14. What was your family's perception of this experience? 

15. What stressors did your family encounter during this experience? 

16. What resources (personal, family, social support, organizational) assisted your 

family in handling these stressors? 

17. What did your family find most helpful in coping with this experience? What was 

least helpful? 

18. Did any family roles and responsibilities change for you and your family during 

this experience? 

Five themes and twelve sub-themes were identified from interview questions 

associated with research question three and are summarized in Table 9- Themes were 
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numbered sequentially, therefore, theme 6: supportive perceptions is the first theme 

associated with research question three. 

Table 9 

Research Question III: Themes, Sub-themes, and Brief Descriptions 

Research 
Question III 

What was the 
impact to the 
employee's family, 
as perceived by the 
GSA employee, 
during this 
experience? 

Themes, Sub-themes, and Brief Descriptions 

Theme 6: Supportive Perceptions 
Participants' indicated that their families ' overall perceptions were 
supportive and included feelings of pride as well as concerns for the 
employee. Family members often demonstrated their support of the 
employee through supportive behaviors such as family members 
assuming additional family and household responsibilities as needed. 

Theme 7: Family Stressors Experienced 
Participants' work assignments resulted in a variety of stressors 
experienced by their families. Stressors included worry due to 
uncertainty, changes in family routines , anxiety associated with external 
sources, and none recalled. 

Sub-Theme: Worry Due to Uncertainty 
The primary stressor for families was worry due to the family's 
uncertainty of the employee's safety. Once family members were 
assured of the employee's safety the worry tended to subside. 

Sub-Theme: Changes in Family Routines 
Another stressor for some participants' families included changes in 
family routines. For some it involved juggling the family's schedules 
due to the employee's absence or loneliness experienced by the spouse 
due to the employee's deployment. 

Sub-Theme: Anxiety From External Sources 
Anxiety was associated with external sources which included the 
families ' exposure to the media and severe weather. 

Sub-Theme: None Recalled 
Some participants could not recall any stressors that their families 
experienced. 

( continued) 
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Table 9 ( continued) 

Research Question III: Themes, Sub-themes, and Brief Descriptions 

Research 
Question III 

What was the 
impact to the 
employee's family, 
as perceived by the 
GSA employee, 
during this 
experience? 

Themes, Sub-themes, and Brief Descriptions 

Theme 8: Family Resources Utilized 
Responses from participants indicated that the resources their families 
utilized included regular communications with the employee, and a social 
network that included family members, church members, and friends. A 
few participants indicated that their family "just handled it." 

Sub-Theme: Regular Communications 
Participants consistently identified regular communications via 
telephone calls between the employee and his or her family as a 
resource that assisted the family in handling this experience. 

Sub-Theme: Social Support 
Participants also indicated that their family utilized a social network 
that included family members, church members, and friends to 
provide needed social support. All of these resources provided support 
to the family via communications, visits, and assistance with family 
and household responsibilities. 

Sub-Theme: Just Handled It 
A few participants indicated that their family was able to handle the 
situation due to their past experiences with similar situations or 
simply dealt with the situation. 

Theme 9: Maintaining Communications 
Participants indicated that their families utilized coping strategies that 
assisted them in maintaining communications. These strategies included 
calling home as well as embracing family support and past experiences. 
Least helpful was handling specific family situations. 

Sub-Theme: Calling Home 
The primary strategy that helped families to cope with this situation 
was maintaining regular communications via phone calls with the 
employee was the most mentioned response. 

Sub-Theme: Embracing Family Support & Past Experiences 
Family support and the families' past experiences with the employee's 
travel schedule were mentioned as helpful to the families in coping 
with this experience. 

Sub-Theme: Handling Specific Family Situations 
Least helpful items in regards to coping with this situation were 
related to handling specific family situations and included media 
attention, unclear deployment timeframes, and other family specific 
situations. 

( continued) 
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Table 9 ( continued) 

Research Question III: Themes, Sub-themes, and Brief Descriptions 

Research 
Question III 

What was the 
impact to the 
employee's family, 
as perceived by the 
GSA employee, 
during this 
experience? 

Themes, Sub-themes, and Brief Descriptions 

Theme 10: Family Adaptability 
Participants and their families adapted and assumed roles and 
responsibilities as needed in order to maintain the functioning of the 
family. Role change ranged from none occurring or none being recalled to 
changing roles and responsibilities. 

Sub-Theme: No Role Change or None Recalled 
Participants mentioned that no role change occurred or that they did 
not recall any changes. 

Sub-Theme: Role Change Occurred 
Participants who mentioned changes in roles indicated that either 
their spouse was familiar with the additional duties due to past 
situations or the responsibilities were new to the spouse and 
considered to be the participant's responsibilities. 

Note. Themes were numbered sequentially. 

Data analysis from participants' interview transcripts revealed five themes for 

research question three, (a) supportive perceptions, (b) family stressors experienced, 

(c) family resources utilized, (d) maintaining communications, and (e) family 

adaptability. Families' perceptions of the experience, as perceived by the GSA employees, 

were overall supportive and included feelings of pride as well as concerns for the 

employee. Family stressors experienced were identified as worry due to uncertainty, 

changes in family routines, anxiety from external sources, and none recalled. 

Family resources utilized were those that assisted the employees' families in 

handling stressors they encountered during this experience. They included regular 

communications with the employee, and social support from family members, church 

members, and friends. A few participants indicated that they family "just handled it." 

The primary coping strategy employed by the families was maintaining communications 

with the employees. Least helpful items related to handling specific family situations and 
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included media attention, unclear deployment timeframes and other situationally based 

issues. 

Theme 6: Supportive perceptions. Interview question fourteen focused on 

the family's perceptive of the stressor event. Data analysis indicated that the participants' 

families overall perceptions were supportive and included feelings of pride as well as 

concerns for the employee. A reoccurring comment was the pride that family members 

associated with the employee's work assignment. Family members often demonstrated 

their support of the employee through supportive behaviors such as family members 

assuming additional family and household responsibilities as needed. 

Participants also indicated that some of their families were concerned about them 

during this work assignment. Concern centered on the employee's safety, worry that the 

employee was working too hard, or concern about managing family schedules due to 

unknown deployment timeframes. Family perceptions had been shaped and influenced 

by information from the employee regarding his or her role in the recovery effort. 

Concerns for the employee's safety was heavily influenced by information obtained from 

1V news reports during the employee's deployment. Participants' comments included 

the following: 

[l8F] Oh I don't know, I think it was I think she was proud of what I did. 
It was also the first time she and I had ever been a part for very long. 

[S9P] You know they were so proud and they told everybody and it was 
just like ... okay. So everybody knew, all my aunts and uncles knew, all 
my mom's friends knew .. . [Employee's Nai:ne Removed] helped with the 
Murrah Building ... So they were really, really proud - really proud is all 
I can say. [Laughing] it was kind of embarrassing but they were real 
proud. 

[M3J] My immediate family, my ex-wife and three children were living in 
Washington D.C. so the impact on the1:1 with negligible: O~ce they knew I 
was okay they perceived that I was a big shot hero. I said, No, we are not 
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heroes, we're just a bunch of stiffs all working together to try and make 
some things happen." 

[G6O] I think that they were extremely proud that I did that and that they 
were supportive by all means. My son was in junior high at the time, but 
my husband just handled stuff. 

[K1H] I would imagine it would be supportive. I don't have any 
recollection of anything other than supportive. Which probably means I 
don't remember because it was just supportive. 

[C2Y] Well you know, I had worked disasters in the past and my husband 
being military and a federal employee to, realized there are times when 
you're needed. And he realized I was needed. Now did he get selfish and 
want me back, yes, ,because all of a sudden because [Daughter's Name 
Removed]was probably in sixth grade so fairly young and her sisters -
one was in college and the other was doing her other teenage stuff, they 
wanted me home. They were supportive, but the longer it got, they 
thought "what about us." But you get geared into that mission and you 
just don't hear that. We had a lot of conversations about that issue. 

[E4B] I was married to my wife when I went to Vietnam, so obviously her 
and my family suffered more then I did that year - that's a little joke by 
the way. I think the key to that is they have to be part of the experience so 
that means you have to talk to them every day. And a lot of the people 
didn't - they didn't want to upset them and tell them "this is what I'm 
doing," but you have to get past that. 

[Q7N] My daughter realized what I was doing was something very special. 
I can remember them telling me that they had been to church and 
overheard someone talking about the work I was doing - helping so many 
people - and hearing that reaffirmed the pride that my family felt for the 
work I was doing .... My son seemed to understand what was going on 
and whenever I talked to him, he would usually either say, "Okay, okay 
mom or I'm fine mom." As I mentioned previously, my husband was used 
to me traveling and he would provide them with the ·nurturing that they 
needed while I was gone. Also our church was very instrumental in 
helping to take care of my family and prayed for me. Overall my family 
was very proud of me. · 

[U uR] If she was resistant to me going back to the site after the bombing 
she really didn't say so. She knew what my job was a building manager 
and I never really explained to her what I went back to do because at first 
I didn't really know what I would be doing. But I did tell her that I was the 
building manager and I was very familiar with the building and that they 
needed my help. I think she understood that I would ~se my good 
judgment and not put myself in harms way. She was supportive of the fact 
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that I was a GSA building manager and a lot of people depended on me to 
help save other people. 

[AoW] Well it's like I mentioned when I called her to pack a bag, I just 
told her you know I've got to go. And her first thought was "are you sure 
you want to go? Don't you want to back out?" Well I knew I was the one 
that needed to go and [Manager's Name Removed] knew I was the one 
that needed to go to. She was worried about me cause she knew me and 
how I push myself to get a job done. 

[05L] Well I'm sure they worried a lot about me being up there because 
the 1V is so powerful and they see this building blown up and all these 
folks digging through rubble and bodies still being discovered and 
brought out. They worried a lot about stuff, so you just need to call and 
talk to them. I'm not really one for sharing the details, I would say I'm 
fine, they might ask, "what about this stuff?' and I would say, "We don't 
mess with that stuff, it's not part of what we're doing." I knew it was 
important to call them, but I didn't go into the details, I just didn't think it 
was important. 

[Q7N] In the beginning my daughter was scared because she'd seen 
reports of the bombing on the news and often times the news will portray 
one aspect of the event and show it over and over again. Part of my job 
was reassuring her that I was staying in a hotel, that I was not working 
near the Murrah Building and that I was safe. My husband had been used 
to me traveling because I had been traveling for my work and quite often 
for emergency responses. 

[U11R] ... my family back in Louisiana just knew that I worked for the 
government, when they heard about the news that a government building 
in Oklahoma City had been bombed they weren't really sure if that was 
the building where I worked. But then later they found out it was. They 
had been trying to get in contact with us. They talked to my wife, but it 
took them longer to get in contact with me because I was out of touch for 
a little while. They were kind of panicky because news spread quickly and 
somehow the news in Lafayette got hold of the fact that I was in the 
building and from Lafayette. Reporters started to show up at my parent's 
house with this story. So my parents got a lot of attention news wise, but it 
also caused them a great deal of concern. They had never been in -a 
situation like that before so I think it also ·caused them to be afraid and 
uncertain how to handle it. At first they were kind of camera shy, they 
hadn't talked to me yet so they were trying to make sure that I was okay 
and the news media was trying to have a story with them. I guess they 
started to perceive that my career with the government was a dangerous 
career. [Laughing] There was an attack against the government and that 
was against me. 
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Theme 7: Family stressors experienced. Interview question fifteen asked 

participants what stressors their family experienced. Data analysis from participants' 

transcripts indicated stressors experienced by the participants' families could be 

categorized into four areas. These areas included (a) worry due to uncertainty of the 

employee's safety, (b) changes in family routines caused by the employee being gone, 

(c) anxiety from external sources which included the media and severe weather, and 

( d) none specifically recalled. 

Sub-theme: Worry due to uncertainty. A pattern that was identified in the 

data analysis was the worry that families encountered during this experience. The 

primary stressor for families was worry due to the family's uncertainty of the employee's 

safety. Once family members were assured of the employee's safety the worry tended to 

subside. Participants' comments included the following: 

[M3J] Once they knew I was okay, they were fine. They were younger then 
to so there weren't any stressors for them. 

[AoW] ... They didn't really know exactly what I was doing. [Spouse's 
Name Removed] though, she worried about me. She knew I could do it; 
she probably has always been a little bit worried and negative about 
things and worried about what if something doesn't get it done. Whose is 
going to get blamed, but I never worried about blame. I'll take credit but 
I've never worried about blame. She's a little bit different so she probably 
sat on edge a little bit more than me. Probably wondering what 
[Employee's Name Removed] was doing up there. That was the reason I 
called every night, not only to let her pump me up, but also let her know 
what I was doing and that things were going good. So she's a negative 
person to some degree, so I probably didn't see a lot of it, but she probably 
had a lot of worried nights, when I wasn't here [at home]. 

[U11R] My wife was downtown when the bombing occurred; she attended 
Oklahoma City Health and Sciences School so that day she was~'t very far 
away [from the Murrah Building] ... When she fo~nd out 1t was the 
federal building she and some friends tried to get downtown, but by then 
they [police] had blocked off the streets so she couldn't and tha~ was very 
stressful for her. I think it was also stressful for her not knowmg how I 
was doing and then afterwards trying to figure out how I was doing 
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emotionally. Because I wouldn't talk about it much and she wanted me to 
talk about it. I didn't talk about it much and I still don't talk about it 
much, but it's kind of hard to explain to someone how I felt and what I 
experienced at the time. 

[O5L] ... They worried a lot about stuff, so you just need to call and talk 
to them. I'm not really one for sharing the details, I would say, ''I'm fine," 
they might ask, "what about this stuff?" and I would say, "We don't mess 
with that stuff, it's not part of what we're doing." I knew it was important 
to call them, but I didn't go into the details, I just didn't think it was 
important. 

[ Q7N] I don't think they really dealt with any stressors except initially 
they were worried about me. Once I assured them that I was fine, that I 
was staying focused on the work that I had to do, that I was staying in a 
hotel that was far away from the Murrah Building, and that I wasn't 
dealing with search and rescue efforts they felt better about me. 

. . . When I finally called my mother on the third day, she was just 
overwhelmed with emotions and crying intensely - I finally had to hang 
up the phone because I couldn't handle it. I had to put that aside and stay 
focused on the work. My mom had heard my voice, and she knew I was 
okay. I talked to my husband and I asked him to call them again and tell 
them I was okay - I just couldn't utter any words because she was 
distraught. I knew I couldn't talk to my mom at that point because I knew 
I would become emotional and I would lose my focus. 

Well what had happened was when I had called my dad's store to let them 
know I was going up to Oklahoma City, and I was okay, well whoever took 
the message, only told my dad that I was in Oklahoma City and that I 
would get back to them. That's what they had been told so when my dad 
contacted my mom at school - my mom was a schoolteacher - she just 
heard - she's in Oklahoma City. They didn't know - they thought I was 
part of the causalities - or something like that - they didn't know -
because they did know that I had been traveling up to Oklahoma City 
quite a bit. So they called my husband and he told them I was okay, but 
my mom told my husband, "I need to hear her voice, I need to know she's 
okay." 

Sub-them.e: Changes infamily routin~s. Data analysis revealed that 

changes in family routines, was a stressor experienced by participants' families. For 

some it involved juggling family members' schedules due to the employee's absence, and 
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for others it was the loneliness experienced by the spouse due to the employee's 

deployment. Comments included the following: 

[C2Y] I think just trying to manage everyone's schedule was stressful, 
especially when I didn't return home when I was originally suppose to and 
my husband had reserve duty coming up. 

[I8F] I think it was probably whatever she could get from her family. She 
was pretty much on her own and she had to take care of a lot of yard work 
and stuff that I would have typically done. She was having to work and 
take care of things around the house. I think it was probably just different 
for her. Being there alone for the first time and it being days on end 
without me being there, she wasn't use to that. 

Sub-theme: Anxiety from external sources. External sources provided 

anxiety for participants' families and included the media and severe weather. One 

participant indicated that his family's viewing 1V news reports was a stressor and 

required constant reassurances on his part of his safety. Another participant mentioned 

the severe weather which resulted in a hailstorm during Mayfest was a stressor for her 

family. Comments included the following: 

[05L] It's very powerful watching it on JV, even Katrina they worried. We 
have so much 1V these days and the reporters pick one camera shot and 
show it over and over again, people start to assume that the whole thing is 
like that. So it's important to talk to your family and let them know there's 
other things going on and the media is trying to sensationalize something, 
but I always told them I haven't seen anything like that. 

[Q7N] Probably an event that was more stressful for them was the hail 
storm that occurred during Mayfest. That was stressful for them because 
many of the people they knew from church either had been injured or 
their homes had sustained severe damage. I think that was a stressor for 
them during that time, especially since it occurred while I was away and it 
may have just added to their worry. · 

Sub-theme: None recalled. Analysis of participants' comments indicated that 

several participants could not recall any specific stressors that their family encountered 

during this experience. Responses included the following: 
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[G60] I think that they were glad when I got home but like I said my 
husband is independent and he takes care of things. I don't think they 
were particularly stressed. When I called home I would talk to all family 
members, my husband and my son. 

[S9P] I don't know that I was aware of any stressors that they 
experienced. I think that they were very, very disturbed that it was an 
attack against the government. Especially since my dad had been career 
military for 27 years, was extremely dedicated to his service and was very 
proud and would do it again in a heartbeat. I think that's what was 
probably the most impacting thing to them was that somebody would do 
this against the government (sic). 

[K1H] I don't recall any. 

Theme 8: Family resources utilized. Interview question sixteen asked 

participants what resources assisted their families in handling these stressors associated 

with the employee's work assignment. Responses from participants indicated that the 

resources that assisted their families included regular communications with the 

employee, and social support from family members, church members, and friends. A few 

participants indicated that they family "just handled it." A participant's comment 

summed up the resources that assisted the various families during this experience with 

the following comment," ... having the support from our church, being together, having 

family time, and knowing I was safe helped them in handling the situation." 

Sub-theme: Regular communications. Participants consistently identified 

regular communications between the employee and his or her family as a resource that 

assisted the family in handling this experience. Phrases such as "I called them," or "as 

long as they knew I was alright" indicated regular communications between the . 

employee and his or her family were important. Participants' comments included: 

[M3J] I called them - I would call my ex-wife probably every other day 
and I talked to my kids. I'd make it a point to go out sometime during the 
day to make a phone call when they got home from school and I would 
talk to one of them, if not all three of them. I would talk to them and I 
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would ask them how their day was, everything's good, just letting you 
know I'm fine. It was like dad was at work in Texas - like he always was 
and it was like any other phone call with them. 

[ 05L] For them, it was me calling home and letting them know that I was 
fine and I wasn't involved with anything that they were seeing on TV. 

[05L] . .. They worried a lot about stuff, so you just need to call and talk 
to them. I'm not really one for sharing the details, I would say I'm fine, 
they might ask, "what about this stuff?" and I would say, "We don't mess 
with that stuff, it's not part of what we're doing." I knew it was important 
to call them, but I didn't go into the details, I just didn't think it was 
important. 

[E4B] Besides calling my wife, she also worked so that probably helped 
her too. I had been out on so many disasters at that point, that my 
perspective was that this was just another disaster like all the others but 
with the extra baggage from the emotional perspective .... I called home 
every day, I did it for her. 

[C2Y] I tried to make the point of every night calling them. It was difficult 
because you used to have to charge your phone calls and you couldn't just 
call any time, you had to be in your hotel room or on the cell phone but 
you had to write down that this was a personal call to your family and I 
only stayed on it for 5 minutes or whatever the time limit was. Just trying 
to have that communications. 

It's much easier now to do that and have the communications and reach 
back and keep in touch with what was going on at the other end .... So it 
was just trying to keep that connection with the family and sometimes you 
have to force yourself to call because you would start to feel the guilt of 
not being there and I can't help out. It was especially hard if my daughter 
would say, "Mom you're not here and I wish you were here" and all that 
stuff. It's all valid very valid feelings but it just makes you feel like you 
need to go home and you can't - so it was tough. 

[AoW] Probably wondering what [Employee's Name Removed] was doing 
up there. That was the reason I called every night, not only to let her 
pump me up, but also let her know what I was doing and that things were 
going good. · 

I found out· after I got back that she, was talking to one of our daughters .. 
. . So [Spouse's Name Removed] talked to her a lot during that time ... 
but that she was there for [Spouse's Name Removed] and she's always 
been there for all of us. She's always been a person that [Spouse's Name 
Removed] could talk to, that I could talk to, she's always been a person 
like that. So I think she also had [Daughter's Name Removed] to talk to, 
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not just me. She and [Daughter's Name Removed] talked a lot during that 
time. Now [Spouse's Name Removed] is the type that would worry about 
me and she probably did worry about me · being up there. . . . I think 
talking to her and me really helped. Those are the two things that helped 
[Spouse's Name Removed]. More important still was being able to 
converse with me and [Daughter's Name Removed]. She is a worrier, she 
is a worrier (sic). 

[SgP] My parents are real strong about stuff and if they stressed about me 
being up there, it wasn't evident to me. I think they always like to know 
where you are and that you're okay everyday and as long as they knew 
that I was up there and that I was okay then they were fine. 

Sub-theme: Social support. Participants indicated that their family utilized a 

social network that included family members, church members, and friends. In addition 

to the communications occurring among family members, support from the church and 

its members was also identified as a key resource during this experience. Friends were 

also mentioned as a resource for the participant's family. All of these resources provided 

support to the family via communications, visits, and assistance with family and 

household responsibilities. Comments from participants included the following: 

[Q7N] ... In addition, members of my family helped each other. I didn't 
even know about this until one night when I was talking to my husband 
on the phone and he'd mention something about everybody sleeping 
together in the family room one weekend. So I asked he what he meant 
and from what he told me I understood that all three of them had been 
together in the family room and had either spent the evening watching TV 
or playing games or something and my husband said, "okay it's time for 
bed," and the kids asked if everyone could just sleep here together and my 
husband said, "sure." So they all slept together in the family room. 

The support they received from our church was very helpful. As_ I had 
mentioned earlier the fact that ·we knew people at church were praymg for 
me and my family was helpful as well as the meals that they were 
providing . . .. 

I think for them, having the support from our church, ?eing to?ether, 
having family time, and knowing I was safe helped them m handlmg the 
situation. 
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[AoW] We also have a pretty good preacher, we are not super, super 
religious, we believe in God .... But he knew I was up there and he knew 
about the bombing and he would come by every couple of days to say, 
"Hi." He knew when she'd be home and just come by and say hi. He didn't 
come over to preach to her or anything else just to chat. 

[UnR] For my family back in Louisiana it was the church, family, and the 
community. My family lives in an area where all our relatives live and we 
have a close family so they were all there to support my parents and each 
other. For my wife, her sister flew up from Arlington [Texas] to Oklahoma 
City to be with her and support her. What was interesting about that was 
that her sister heard about the bombing and as soon as she had heard 
about it she made the decision to immediately come up to Oklahoma City 
without even telling us she was coming. My wife's sister had probably 
assumed I didn't make it and wanted to be here for my wife. She ended up 
staying a couple of days. 

[K1H] Well you know my family and none of us were directly involved. My 
wife is a vibrant person and she has friends who are supportive, but I 
don't recall any need for assistance during that time. 

[ C2 Y] I think they fell back on friends because we didn't have family here 
and the phone calls [from me] .... If there was a special event - for my 
husband, it was a very active time with my kid's softball since it was the 
really active softball season while I was gone and he was coaching so it 
was more or less he didn't have that extra support. He had the team mom 
so she helped him out with some things ... (sic). 

Sub-theme: Just handled it. Participants indicated that their families were 

able to handle the situation due to their past experiences with similar situations or 

simply dealt with the situation. Comments included the family being accustomed to 

employee's work-related travels or the family's experiences when the employee served in 

Vietnam as well as the spouse simply dealing with the situation. Participants' comments 

included the following: 

[G6O] My daughter lived somewhere else ·at the time and her husband 
was in the Navy and so she wasn't even there. My husband's mother and 
aunt lived in the area so the things just went on as they pretty much 
usually did. I traveled back then, I traveled a lot any way, probably about 
every other week, and so traveling wasn't a big deal back then. 
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[l8F] I think it bothered her that I was gone, I think she probably 
expressed that she was lonely around the house. I don't think she ever 
really relied on any friends or family much, I think she was just handling 
it. 

Theme 9: Maintaining communications. Interview question seventeen 

asked participants about the coping strategies utilized by their families. The 

predominant theme that emerged from participants when asked what they believed 

helped their families cope with this experience was maintaining regular communications 

with their families. Sub-themes included calling home, family support and past 

experiences and handling specific family situations. 

Sub-theme: Calling home. Maintaining regular communications via calling 

home to their family was the most mentioned response for this question. Maintaining 

contact with family focused on having regular conversations which typically included 

keeping the family informed of the participant's safety, assurances that he or she was 

fine , and dispelling any misconceptions due to various news reports. Participants 

indicated that discussions mainly focused on keeping up with the normal day-to-day 

activities of the family and maintaining a sense of normalcy. Participants' responses 

regarding calling home included the following comments: 

[ C2 Y] The calls home were the most helpful. 

[S9P] Most helpful was probably me calling home. 

[M3J] Probably most helpful for them, was maintaining the phone calls 
and talking about how things ·were going. Making sure after they knew I 
was all right, calling regularly, and talking about how things were going .at 
home. 

[0 5L] No, I think the conversations we had and _keeping th.em informed 
that I was okay and telling them that I was working on my Job to get the 
buildings up and running again. You really want put them at ease that 
you're not exposed to any dangers because even if you are you don't want 
to tell them all that stuff, because then they will start worrying about stuff 
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they can't do any thing about and you just want to comfort them and let 
them know that you're doing your job and you'll see them soon. Try to 
keep as matter-of-fact as you can, it's important to them. 

[E4B] Our conversations were always like any other travel day, "okay 
what did you do today," "well I bought all this crap today and they are 
really pissing me off because they want me to buy all these boots." And I 
was candid about what I was talking about and I was venting not from an 
emotional perspective but "what idiots." Cause I still looked at it like they 
are still idiots. And the conversation would continue, "How did your day 
go?" "Okay fine." Maybe that's the key to surviving scenarios like that is 
what do you do to maintain some normalcy in your life and you might be 
surprised what that is. I don't know that my phone calls home did that - I 
look at the whole scenario - the whole two weeks we were there and the 
thing that impresses me and I'm really happy that we did that we went out 
to dinner every night together and we did it as a group and everybody 
went. And we could talk about FEMA behind their back and we did (sic). 

Sub-theme: Embracing family support and past experiences. 

Participants also mentioned that family members provided needed support and their 

families ' past experiences with the employee's travel schedule were helpful in coping 

with this experience. Participants' responses included the following comments: 

[Q7N] In the beginning my daughter was scared because she'd seen 
reports of the bombing on the news and often times the news will portray 
one aspect of the event and show it over and over again. Part of my job 
was reassuring her that I was staying in a hotel, that I was not working 
near the Murrah Building and that I was safe. My husband had been used 
to me traveling because I had been traveling for my work and quite often 
for emergency responses . 

. . . What was helpful in coping for my family was being together, our 
relationship with our church and the support from our church, and 
maintaining a normal family life while I was away. Probably the fact that 
they were used to me traveling helped them to also deal with this 
situation. 

[U nR] And most helpful was probably family support. I couldn't think of 
anything else. Not a lot of positives came from it because it was difficult 
for my wife, my parents, my family, and friends. Once they knew I would 
survive they didn't know how it would affect me years to come. So even 
today they think that there will be a point ~here I'll have an emotion~! 
breakdown. [Laughing] And some of them still ask, even 15 years later, 1f 
it's okay to ask me about what I went through. They haven't forgotten but 
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they still walk on egg shells around me and ask if it is okay if we talk about 
it because you never bring it up. 

[G60] I don't think they were particularly anxious about me being gone. 
My family is rather unique in a lot of ways and they just handle stuff. They 
don't worry about stuff; they don't have a lot of high anxiety. By that time 
I had probably been traveling for seven or eight years so they were used to 
me being gone. 

[K1H] I don't recall anything. I'm sure, knowing my wife; she probably 
helped me by listening and that sort of stuff. 

[AoW] ... We were very, very close as friends [Prior Business Partners' 
Names Removed]. They actually flew out here [Fort Worth] the second 
week I was there, not because they thought anything was wrong, but 
because they just wanted to come. 

Sub-theme: Handling speciji.cfamily situations. Participants' comments 

revealed items that were not helpful to their families in coping with this experience were 

related to handling specific family situations. These included issues with the media, 

unclear deployment timeframes, and other family specific situations. Least helpful media 

issues included hometown news reporters' attempts to interview employee's parents, 

employee's parent collecting news articles regarding the event causing undue stress, and 

media coverage resulting in either over dramatization of the event or inaccurate 

information. Unclear deployment timeframes made it difficult for families to plan or 

manage family members' schedules. Other items mentioned were typically related to a 

specific family situation. Comments from participants include the following: 

[U11R] I think the least helpful was probably the media attention so soon 
and so unexpected .... Reporters started to show up at my parent's house 
with this story. So my parents got a lot of attention news wise, but it also 
caused them a great deal of concern. They had never been in a situation 
like that before so I think it also caused them to be afraid and uncertain 
how to handle it. At first they were kind of camera shy, they hadn't talked 
to me yet so they were trying to make sure that I was okay and the news 
media was trying to have a story with them. 
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[S9P] I don't know what was least helpful for them [pause] ... I can't 
thi~k of anything. My mom was real big into getting the Time magazine, 
saving newspaper articles, she's a real big historian when it comes to 
things happening so she would have all these things cut out and kept up 
with everything. So I'm sure that was probably a little stressful, but I think 
she knew that the attack was over and that I was safe, but I don't know, I 
don't know if anybody thought about anything happening again. Who 
knows? 

[AoW] The least helpful ... of course there was a lot of media attention 
but they stayed out of our way up there. I guess [Manager's Name 
Removed] and them took care of that. Maybe that's why we didn't have a 
problem with it. 

[ C2 Y] The least helpful was the call home to tell them the time when I was 
supposed to go back home but I was going to have to extend. That was the 
toughest. The person that was supposed to come up had something 
happen, I think it was a family crisis and so instead of me going home she 
went home and having to explain that I had to stay another week. So that 
was hard, they thought I was coming home and immediately I wasn't. 
Although my husband understood, he still wasn't real happy because he 
kept saying, "I have to go to Barksdale next weekend you know this, I can't 
get out of it." So the stressor was how to coordinate dropping my daughter 
at the friend's house, after school on Friday and I was on my way home 
and I would pick her up and he went on down to Shreveport. That was our 
big stressor right there. But we worked it out because I was supposed to 
have been home the week before and I couldn't go home (sic). 

[G60] I think the least helpful was just not knowing how long it would 
last because none of us knew how long we were going to be gone. 

[Q7N] The least helpful was the hailstorm I mentioned that occurred 
during the time I was gone. They were already concerned about me and I 
think the additional stress of knowing so many people impacted by the 
hail storm affected them 

Theme 10: Family adaptability. Interview question eighteen focused on 

discovering whether any family roles and responsibilities changed during this 

experience. Data analysis of the participants' interview transcripts indicated that families 

adapted and assumed roles and responsibilities as needed in order to maintain the 

functioning of the family. Role change ranged from none occurring or none being 

recalled to changing roles and responsibilities. Those who mentioned changes in roles 
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indicated that either their spouse was familiar with the additional duties due to past 

situations or the responsibilities were new to the spouse and considered to be the 

employee's responsibilities. 

Sub-theme: No role change or none recalled. Following are comments 

from participants regarding no role change or none recalled: 

[E4B] No not really. 

[K1H] No, it's always the same and it was such a short duration. 

[05L] No, there wasn't any change in any family roles. There wasn't much 
yard work to be done and I paid the bills and stuff. She had her own 
account so she could pay any bills that needed to be paid. They carried on 
at home, so it either got done or it didn't. My son had school and my wife 
was self-employed at sales at the time so she continued working at that 
time. 

[M3J] I was divorced at that time and it was probably this experience plus 
just getting older that I started taking my responsibilities as a remote 
father a bit more seriously than I had before. I made a point that when I 
was in D.C. to not get so hung up on the job, but make it a point, when the 
conference was over, whenever it was in the evening to get out to see them 
or stay over that Friday night, which I did often, but I didn't stay over the 
Saturday night, but then I started staying over both Friday and Saturday, 
on my own nickel, stayed with my sister, and saw the kids, which was a 
good thing for us (sic). 

Sub-theme: Role change occurred. Following are comments from 

participants regarding the role change that occurred: 

[AoW] Yes, [Spouse's Name Removed] took over and she didn't want to. 
She didn't like it because I took care of the bills - it was my job to do and 
there were other things she just called a man's work. It just totally 
changed, because the bills still had to be paid and things had to be done. 
Now she pays the bills and she does still dO'_some of the other "man work" 
but I still take care of the yard and she'll call a plumber if one's needed 
and that's been real nice for me. She didn't like it to start with, because 
she just didn't' like to pay bills and we'd be broke if I didn't push it .... 
But anyway that change [paying the bills] and it changed permanently for 
us. I was up there about six or seven weeks so_ by the time I got ba~k, s?e'd 
just gotten used to doing it and I guess she figur~d she could do 1t. Smee 
I've retired this last time, four years ago, we pay bills together .... So both 
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of us retired together, so we both take care of bills, but she's still taking 
care of everything. The only thing I do is I get the grass cut. Now I have 
somebody else come every two weeks to do the grass and do all the hard 
work so that's still my job to cut the front yard (sic). 

[l8F] I probably still took care of paying the bills when I came home, but 
she certainly took care of the yard and the cars and everything else. I think 
she had a follow-up on the car accident I had on the 19th as I was leaving 
work. And then my car was parked out at the airport at one point in time 
and there was a huge hailstorm that came through and I remember she 
went out to the airport to check on the car and I think she want to go get it 
or something because I had told her where it was parked. Luckily it didn't 
have any damage to it, there had been this huge hailstorm, I think it was 
actually that Mayfest that was going on and that happened the same year 
and she was absolutely certain that my car had just gotten beaten up due 
to the hailstorm, but it didn't. . . I think things pretty much went back to 
the way it was before when I got home, but I think it probably prepared 
her that she could handle things on her own without me being there (sic). 

[U11R] During the recovery effort I spent a lot of time on-site so there was 
a lot of overtime and long hours that I worked. There were a lot of things 
around the house that my wife just took care of. I even had friends come 
over and cut my yard - they just took it upon themselves to help take care 
of the house. Other than that it was kind of routine because we didn't have 
kids at the time. 

[C2Y] Obviously my husband became the primary caregiver of the family. 
He has always been a very in-touch dad. We've always had a 50-50 
partnership so he might have had to do a little bit more of mommy type 
stuff that normally fell on me like listening to the kids talk about school 
but as far as all the chores, we were always splitting that up. It was more 
or less not having somebody to partner with and do it. And my oldest 
daughter was away at college and away from home and normally she 
would've been the person he would have had some help from like letting 
her assume some of the mommy duties, but she wasn't there. So he was 
pretty much on his own (sic). 

[G6O] No, I don't think so my husband might have had to be more 
available for taking my son ·places, but I'm not really aware of that 
specifically. There was no different roles assumed -: we have separate 
accounts and separate bills so everybody pays for their own stuff so that 
didn't really change. 

[ Q7N] Since my family was used to me traveling because I had already 
been involved in responding to emergency situat~o~~ ?efore, they all ~ew 
how to help with the family chores and respons1b1htie_s. My husband is_ a 
great caregiver and nurturer and that was somethmg he always did 
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whenever I was gone. He obviously had a lot more roles to handle while I 
was gone, but there was no permanent change in roles or responsibilities. 

[S9P] Probably the only thing was them helping to take care of my dogs, 
but they've done that for me before whenever I'm on travel. So it wasn't 
any big deal. But they would go over and take care of my mail and make 
sure my house was okay, because I did leave in a spur of the moment 
thing. 

Summary 

Summary of the Sample Demographics 

Of the 11 participants in the sample, 7 were males and 4 were females. The 

ethnicities represented in the sample included 82% White, 9% Black, and 9% Hispanic. 

Ages of the participants in 1995, year of the event, ranged from 28 to 57 years with an 

average age of 41 years. For 2011, time of the interview, the ages of the participants 

ranged from 44 to 73 with an average age of 57 years. In 1995 82% of the participants 

were married, living with spouses, and 91% lived in their own home. Sixty-four percent 

of these families had children ranging in age from 6 months to 35 years. In 2011, changes 

to marital status resulted in a total of 73% being married, living with spouses, and all 

participants live in their own home. Currently eighty-two percent of these families have 

children ranging in age from 6 years to 57 years. Participants described their overall 

relationship with their family as close or good, 54.6% and 45.4% described it as very 

good or great. These descriptions remained constant from 1995 to 2011. 

In 1995 all of the participants were employed with GSA and in 2011 all but 

1 participant was still employed with GSA. In 1995;~f the 11 participants, 27% were 

associated with building operations, 18% with contracting, 18% with design and 

construction, 9% with asset management, 9% emergency management, 9% with real 
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estate, and 9% telecommunications. Very minor changes in occupations occurred from 

1995 to 2011. 

In 1995 all participants identified with a specific religion. Responses included 

36-4% Catholic, 27.3% Methodist, 9.1% Church of Christ, 9.1% Lutheran, 9.1% 

Presbyterian, and 9.1% Christian. Changes occurred from 1995 to 2011 in which 

2 participants no longer identified with a specific religion (1 Lutheran and 1 Methodist). 

Degree of religious involvement in 1995 ranged from limited to regular with 36-4% 

regular involvement, 27.3% as limited involvement, 18.2% periodic involvement, and 

18.2% as medium/moderate involvement. Changes in religious involvement primarily 

shifted from regular involvement to medium/moderate involvement. 

Summary of Research Findings 

In-depth interviews were conducted utilizing open-ended interview questions 

that were audio recorded and later transcribed. Textual data was analyzed and themes 

identified in relationship to the three research questions: (a) work experiences; 

(b) perceptions, stressors, resources, and coping strategies utilized by these employees; 

and (c) impact to their families, as perceived by these employees. Constant comparative 

analysis of the qualitative interview transcripts revealed 10 themes and 29 sub-themes 

when categories were collapsed. The 10 primary themes included (1) it was the best of 

times; it was the most stressful of times; (2) constructive perceptions; (3) stressors 

experienced, (4) resources utilized, (5) maintaining perspective, (6) supportive 

perceptions, (7) family stressors experienced, (8) fa·mily resources utilized, 

(9) maintaining communications, and (10) family adaptability. Table 10 provides 

summary information regarding the three research questions, and the 10 themes and 

29 sub-themes that emerged from the data. 
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Table 10 

Summary of Research Questions, Themes, and Sub-themes 

Summary of Research Questions, Themes, and Sub-themes 

Research Question I Research Question II 

Theme 1: Theme 2: 
It Was the Best of Times; Constructive Perceptions 
It was the Most Stressful Sub-Themes: 
ofTimes • Initial Perceptions 
Sub-Themes: • Later Perceptions 

• Same Work ... Totally Theme 3: Stressors Experienced 
Drastically Different 

Sub-Themes: • Working on Adrenaline 
• Work-related Stressors - Arduous working conditions 

-Work pace • The Smell of Death 
- Nature of federal agencies - Direct exposure 

- Indirect exposure • Emotional Stressors 
- Bombing devastation and destruction • Prepare Yourself; It's Going 
- Victims and survivors 

to Be Disturbing • Self-Imposed Stressors - Managing work 
responsibilities - Pushing Oneself 

- Victims and survivors - Staying emotionally strong 

- Political distractions - Keeping up with the family activities 

- Security Issues Theme 4: Resources Utilized 
• Mission Accomplished! 

Sub-Themes: - Accomplishing the mission 
- Experiencing synergy and • Social Support 

camaraderie - Family & Coworkers 
- Serving others • Counseling Services 
- Obtaining survivor - If Available 

information 
Themes: • It Takes a Team Player to 

Play On This Team Maintaining Perspective 

-Team Member Characteristics Sub-Themes: 
- Organizational Contributions • Engaging Social Networks 

- Interact and use support systems 
• Employing Personal Attributes 

- Managing emotions 
- Focusing on work 
- Using humor as appropriate 

• Benefiting From 
Organizational Support 
- Supportive supervisors 
- Needed financial and human resources 
- Organizational esprit de corps 

• Handling Nonproductive 
Work Issues (Least Helpful) 
- Dealing with specific groups of people 
- Handling organizational issues 

Note. Themes were numbered sequentially. 
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Research Question III 

Theme 6: 
Supportive Perceptions 

Theme 7: 
Family Stressors 
Experienced 

Sub-Themes: 
• Worry Due to Uncertainty 

- Employee's safety 
• Changes in Family Routines 

- Juggling family schedules 
- Loneliness 

• Anxiety from External 
Sources 
- Media and severe weather 

• None Recalled 

Theme 8: 
Family Resources Utilized 

Sub-Themes: 
• Regular Communications 

- Phone calls 
• Social Support 

- Family, friends, and church 
• Just Handled It 

Theme 9: Maintaining 
Communications 

Sub-Themes: 
• Calling Home 

- Normal family discussions 
• Embracing Family Support 

and Past Experiences 
- Supportive family members 
- Past travel experiences 

• Handling Specific Family 
Situations (Least Helpful) 
- Media attention 
- Unclear deployment 

timeframes 
- Family specific situ~tions 

Theme 10: Family 
Adaptability 
Sub-Themes: 
• No Role Change or None 
Recalled 

• Role Change Occurred 



Chapter four provided demographic characteristics for the sample population 

and presented the findings of this research study which explored the experiences of the 

GSA employees involved in the re-establishment of federal operations after the bombing 

of the Alfred P. Murrah Federal Building in Oklahoma City. A qualitative method 

combined with a phenomenological research strategy employing retrospective, in-depth 

interviews was used by the researcher to gather data. The findings were presented in 

relationship to the three research questions: (a) work experiences; (b) perceptions, 

stressors, resources, and coping strategies utilized by these employees; and ( c) impact to 

their families, as perceived by these employees. Chapter five discusses the findings in 

relationship to the literature and conclusions. It also presents implications for the 

research study, strengths, limitations, and recommendations. 
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CHAPTERV 

DISCUSSION OF FINDINGS 

Chapter five presents a summary of the research study, discusses the findings in 

relationship to prior research, and identifies the researcher's conclusions. This chapter 

also discusses the implications of the study's findings as well as the study's strengths and 

limitations. Recommendations will be offered to family sciences professionals, 

counselors, researchers, and employers for their consideration. The chapter concludes 

with recommendations for future research. 

Summary of the Research Study 

The purpose of this qualitative research study was to explore the phenomenon of 

individuals employed in white-collar occupations who were exposed to a traumatic 

stressor event via their involvement in re-establishing work operations after a terrorist 

attack. A qualitative research method combined with a phenomenological research 

strategy provided the researcher an opportunity to interview participants regarding their 

experiences and expand the researcher's understanding of this unique phenomenon. The 

specific research objectives were to explore: (a) what the experiences were of the GSA 

employees involved in the re-establishment of federal operations after the bombing of 

the Alfred P. Murrah Federal Building, (b) what their perceptions were of the event, the 

stressors they experienced, the resources they used. to assist them in handling the 

stressors, and the coping strategies utilized to adjust to their work assignments, and 

(c) how their families were impacted, as perceived by the GSA employee, during this 

experience. The phenomenological research design provided an inquiry strategy that 
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included in-depth data gathering from a small number of participants via face to face 

interviews that were of sufficient time to allow for the disclosure of information related 

to the phenomenon (Ambert, Adler, Adler, & Detzner, 1995; Creswell, 2009; Denzin & 

Lincoln, 2008a & b). This process enabled the researcher to gain more in-depth 

knowledge surrounding the experiences of the participants through the exchange of both 

verbal information and nonverbal cues. 

The conceptual framework that guided this study was Hill's (1949, 1958) ABC-X 

Model of Family Stress and Boss's (1988, 2002) Contextual Model of Family Stress. 

Hill's theory focused on how families experience a stressor event, factor A; how families 

utilize resources to manage the stressor event, factor B; how families perceive the 

stressor event, factor C; and whether the event produces a crisis situation, factor X. 

Boss's Contextual Model of Family Stress included Hill's four factors, A, B, C, and X, and 

also identifies the external and internal context in which families exist in and its ability 

to impact families and the stress they experience. In addition Boss (1988, 2002) 

identified the factor X as the family's outcome, which can be crisis or some degree of 

stress. Boss (1988, 2002) recognized that not all families end up in a crisis state after 

encountering a stressor event, but can instead end up with some degree of stress which 

exists on a continuum ranging from low or managed stress to high or strained stress. 

The following three research questions were utilized in this research study: 

I. What were the experiences of the GSA employees involved in the 

re-establishment of federal operations after ·the bombing of the Alfred P. Murrah 

Federal Building? 

II. What were the perceptions of the GSA employees; the stressors they experienced; 

the resources they used to assist them in handling the stressors; and the coping 
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strategies utilized to adjust to their experiences associated with their work 

assignment? 

III. What was the impact to the employee's family, as perceived by the GSA 

employee, during this experience? 

A total of 11 participants were interviewed who met the following criteria: 

(a) employed with GSA on April 19, 1995, (b) a current or former GSA employees who 

was involved in some aspect of the re-establishment of federal operations after the 

bombing of the Alfred P. Murrah Federal Building, and (c) self-defined as a family 

member. These criteria represented a work assignment involving white-collar employees 

exposed to a traumatic stressor event encompassing numerous activities related to the 

aftermath of the bombing. 

Of the 11 participants the majority were White males, ranging in age from 28 to 

57 years. At the time of the event, 1995, 82% of the participants were married, living with 

spouses, and 91% lived in their own home. Sixty-four percent of these families had 

children ranging in age from 6 months to 35 years. Participants described their overall 

relationship with their families in 1995 as close or good, 54.6%, and as very good or 

great, 45-4%. The highest educational level obtained by 55% of participants in 1995 was a 

Bachelors degree, followed by 27% with some college, and 18% with a Masters degree. 

In 1995 all participants identified with a specific religion with the majority being 

Catholic, 36-4%, followed by Methodist, 27.3%. Participants described their degree of 

religious involvement in 1995 as ranging from limited to regular. Of the participants, 

36.4% identified their religious involvement as regular followed by 27.3% as limited 

involvement, 18.2% periodic involvement, and 18.2% as medium/moderate involvement. 
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Demographic information was summarized in Tables 2, 3, 4 and 5, and captured 1995 

information, time of the event, and 2011, time of the interview. 

In-depth interviews were conducted utilizing open-ended interview questions 

that were audio recorded. The audio recordings were transcribed verbatim after all 

interviews were conducted. Content analysis was used to conduct a thematic analysis of 

the text. Two peer-reviewers were utilized to verify findings. Comparative analysis of the 

qualitative interview transcripts revealed 10 themes and 29 sub-themes when categories 

were collapsed. Themes included: (1) it was the best of times; it was the most stressful of 

times; (2) constructive perceptions; (3) stressors experienced; (4) resources utilized; 

(5) maintaining perspective, (6) supportive perceptions, (7) family stressors experienced, 

(8) family resources utilized, (9) maintaining communications, and (10) family 

adaptability. Research questions, themes, and sub-themes were summarized in Table 10. 

Discussion of Findings 

Comparative analysis of the qualitative interview transcripts revealed 10 themes 

and 29 sub-themes. Themes and sub-themes are compared with the literature in related 

areas: phenomenological research, stress, workplace stress, family stress theory, 

terrorism, and the bombing of the Alfred P. Murrah Building. 

This research study consisted of three research questions. Research question one 

was purposely designed to gather, document, and understand participants' experiences 

as they related to a specific phenomenon. Research questions two and three were focused 

on identifying specific constructs associated with Hill's (1949, 1958) ABC-X Model of 

Family Stress and Boss's (1988, 2002) Contextual Model of Family Stress. The findings 

are discussed as they relate to the three research questions. 
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Research Question I 

In a review of the literature, a gap was identified regarding the impact of 

traumatic events on individuals employed in white-collar occupations who become 

involved in re-establishing work operations or in handling victims and survivors after a 

terrorist act. Researchers have identified several areas of needed research in the area of 

terrorism and civilian populations. These include understanding how people who have 

dealt with terrorist victims cope (Tucker et al., 2002), how workers cope with the 

irrational nature of a terrorists act (Fields & Margolin, 2009) and the psychological 

consequences of terrorism as opposed to natural disasters (Butler, Panzer, & Goldfrank, 

2003). The nature of the work assignments for the 11 GSA employees who participated in 

the study represented white-collar employees exposed to a traumatic stressor event 

encompassing numerous activities related to the aftermath of a terrorist bombing. Their 

experiences provided the researcher with an opportunity to understand this specific 

phenomenon. The collection of their stories offered a chance to gain insight into their 

experiences as well as contribute information in this particular area of study. 

A phenomenological research design was selected since it best met the 

researcher's goals of gathering, documenting, and understanding the experiences of the 

participants and the meaning they associate with those experiences (Ambert, Adler, 

Adler, & Detzner, 1995; Creswell, 2009; Denzin and Lincoln, 2008a & b). The goal of the 

first research question was aimed at capturing participants' stories, giving voice.to their 

unique experiences, and understanding the experie.nces of the GSA employees involved 

in the re-establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building. Seven open-ended interview questions were designed to obtain a 

comprehensive picture of their experiences. Questions focused on how they were 
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selected, what their roles were, what their work-days were like, the amount of exposure 

they had to the Murrah Building, the challenges and rewards experienced, and lessons 

they learned from their experiences. 

Theme 1: It was the best of times; it was the most stressful of times. 

Participants' interview transcripts revealed a work experience that was non-normative 

consisting of arduous working conditions, numerous hardships and challenges. 

Participants also expressed the pride they felt with being involved in re-establishing 

federal operations, the rewards they experienced as well as the lessons they learned from 

their work assignment. The theme that best represented the paradoxical experiences for 

research question one was, it was the best of times; it was the most stressful of times. 

One participant revealed, "It was definitely one of the highlights of my career and it was 

one of the most stressful times of my career." 

Using in-depth interviewing and observations procedures, the researcher was 

able to document detailed information regarding the participants' perspectives 

concerning various aspects of their work experiences (Denzin & Lincoln, 2008b). In 

addition, the information obtained allowed for the identification of the following sub

themes: same work ... totally drastically different (work performed), working on 

adrenaline (arduous working conditions), the smell of death (direct and indirect 

exposure to the Murrah Building), prepare yourself; it's going to be disturbing 

(challenges), mission accomplished (rewards), and it takes a team player to play on this 

team (lessons learned). 

Sub-theme: Same work ... totally drastically different. Responses 

from participants indicated that they had been selected to assist in re-establishing 

federal operations due to their work experience, either their current or past experiences. 
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Some of the comments for those selected because of their current job roles included: " ... 

[it was] part of the job." "I was the senior equipment specialist for the region at that time 

... " "I was the building manager and they needed help to identify what agencies and 

personnel would have been inside the building." Responses from participants selected 

because of their past experiences included: "So I was selected as the construction team 

leader ... because of my background in construction." "It was based on my prior 

experience with Hurricane Andrew and other disasters." 

Even though the work they were performing was similar to the work they 

currently or had previously executed it was drastically different given the work 

environment in which they were performing those functions. As one participant 

indicated, "It was pretty much the same work; it was the environment that the work was 

taking place was very different." Another responded, "Other than the fact that you were 

still working for GSA, there was nothing similar, obviously it was totally drastically 

different ." 

Sub-theme: Working on adrenaline. Numerous studies have documented 

the existence of workplace stressors as well as individuals reporting work as a significant 

source of stress. Definitions for workplace stress typically include a reference to the 

potentially harmful emotional or physical responses that can occur when an employee 

perceives a threat or challenge in the workplace or is unable to meet current demands 

place upon him or her (AP A, 2008; Colligan & Higgins, 2005; Kovacs, 2007; Robinson & _ 

Griffiths, 2005; Sauter et al. , 1999). Researchers have found that most white-collar 

workers are typically exposed to normative stressors on a regular basis in the workplace 

(APA, 2008; Colligan & Higgins, 2005; DHHS, 2005; Kovacs, 2007; Robinson & 

Griffiths, 2005; Sauter et al., 1999). Research on normative workplace stress suggests 
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that there are a wide variety of stressors that exist in the workplace. Normative 

workplace stressors can include increased workload, time-sensitive deadlines, ambiguity 

or uncertainty, organizational changes, unclear job expectations, constantly changing 

work environment, work-family conflict, worries about family or relatives, and 

interpersonal conflict (APA, 2008; Hutri & Lindeman, 2002; Kovacs, 2007; NIOSH, 

2008; Ornelas & Kleiner, 2003; Robinson & Griffiths, 2005). 

In the process of sharing their experiences in re-establishing federal operations 

and describing what their work day was like participants revealed not only the presence 

of normal workplace stressors but also the arduous working conditions that existed. 

Work days were extremely long and demanding. Most participants worked with the same 

small group of coworkers, ranging between 1 to 7 individuals. Primary work locations 

included hotels, damaged federal buildings, or the bombed Murrah Building. Hotel work 

environments were usually small areas with employees sharing various work resources 

surrounded by on-going distractions. Building environments included damaged offices; 

enormous amount of dust, glass, and debris; and the chaos associated with hundreds of 

contract workers working on repairs. The bombed Murrah Building consisted of a huge 

crater where the bomb explored, a massive pile of rubble from the destruction, and 

uncollapsed areas had steel, wires, office furniture, and other debris dangerously 

hanging from the building (ODCEM, 1996; The City of Oklahoma City, 1996). 

Meal schedules were often haphazard. Breakfasts and breaks were rare or on the 

run, and lunch was when an individual was at a sto.pping point and shared with 

coworker(s) or taken alone. Evening meals were more regular, at a restaurant or fast 

food place, and usually with coworkers. 
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Lodgings were hotels that were located within a 5-mile radius of participants' 

worksites. For those working at the GSA Command Center or the FEMA Disaster Field 

Office their lodgings were typically located in the hotel where they were working. Most 

participants had their own room, but on occasions they may have had to temporarily 

share a room with a coworker. 

The following comments exemplified participants' stressful and arduous working 

conditions: 

"A typical work day for us up there usually started around five in the 
morning and lasted until ten o'clock at night. We would get done, take 
shower and come back the next day. It was very long days and very 
stressful days. Other than the fact that you knew some of the folks who 
were working with you, it was completely different from normal." 

"So it wasn't an 8-hour day, it was an 18-hour day. It didn't seem 
cumbersome to us. I think we were all operating on adrenaline, nobody 
acted tired ... " 

"Somewhere around day three, they asked me when was the last time I 
had had sleep because when we got there we just went without sleep, 
there had been so much to do and we were all working on adrenaline." 

"You go back to your room, take a shower, lie down, go to sleep, but 
sleeping was hard because you're so wound up, but you would ultimately 
fall asleep, you'd wake up, and get up. I don't remember taking a shower 
because I took one the night before, got dressed, went back downstairs, 
and started the whole thing over again. The day typically started around 
5:00 a.m. or 5:30 a.m." 

"The day was completely different from a normal work day because you 
had to react and act immediately on things that in the normal office 
environment you would have had some time to process." 

". . . Our days were completely different f~om a typical w?rk day - t~ey 
were long. As I mentioned earlier, I don't recall even sleepmg for the first 
several days and even after that the days were very long." 

" ... but we'd still check-in and it would be 6:30 or 7:bo in the morning. I 
honestly don't remember what we did for breakfast; I know we didn't eat a 
lot because we just didn't have time to eat." · 
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"At night a lot of times on the way back to the hotel we would just stop at 
a fast food place like McDonald's or Arby's roast beef because we were 
pretty nasty - the dirt and debris was just horrific." 

"We stayed west of downtown and we probably tried to grab breakfast 
before we left the hotel - sometimes we would and sometimes we 
wouldn't. We were pretty good at going to lunch; there was a cafeteria 
n~ar the Murrah site that we go to pretty regularly - almost every day. At 
mght we all got together and go together to dinner .... Again, there was 
probably a group of five or six of us altogether." 

". . . I think I had - if I could go to sleep - I took the shower and 
remember lying down and trying to go to sleep - I was too tense and then 
finally I said a couple of prayers and I was saying prayers for everyone 
that was hurt and then finally fell asleep. The next thing I knew my phone 
rang and I woke up thinking it had only been 5 minutes when in fact it 
had been 6 hours." 

" ... We worked in the basement, there were four of us, we are all in a 
room a little bit bigger than this one [10' x 15'] but like I said with tables 
all around us and we were all sharing computers at that time we didn't 
have our own." 

"The hotel room was definitely not the Ritz. The hotel where we slept was 
about 5 miles from the hotel were we worked. . .. At one time we had a 
lady sleeping on our couch until we could get another room for her. We 
would get telephone calls in the middle of the night to finalize something 
that needed to be done and we would give them a verbal go ahead and 
proceed and I'll do the paperwork when I get to the office tomorrow. So 
often it was waking up from a dead sleep and trying to be ready to talk to 
somebody on the phone." 

Sub-theme: The smell of death. In addition to the numerous normative 

workplace stressors, there is a substantial body of literature revealing that the 21st 

century is exposing more white-collar workers to non-normative stressor events such as 

workplace violence, disasters, mass shootings, and terrorism (NCAVC, 2004; NIOSH, 

1996). These non-normative or traumatic stressor ·events can involve one or more 

individual and often possess the following characteristics: uncontrollable, abrupt, 

prolonged or chronic, occurs with insufficient warning, threatens lives, causes injury or 

death, ruins an individual's sense of security and safety; and leaves individuals feeling 
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vulnerable or helpless (Butler, Panzer, & Goldfrank, 2003; Norwood, Ursano, 

& Fullerton, 2000). 

Past and present research continues to recognize that individuals exposed to a 

traumatic stressor event are vulnerable to or have the potential to develop PTSD as well 

as other psychological problems (AP A, 2004a; NIOSH, 2002; Pridemore, Chamlin, & 

Trahan, 2008). PTSD is characterized by symptoms ofhyperarousal, avoidance and 

numbing, and re-experiencing the event (American Psychiatric Association, 2000; 

American Psychiatric Publishing, Inc., 2010; NIMH, 2007, 2008; NIOSH, 2002). A 

related disorder is STSD which can impact individuals who indirectly experience a 

traumatic stressor event (Figley, 2002). STSD involves a range of symptoms from an 

emotional reaction to extreme psychological trauma which can develop after working 

with or helping others who have been directly exposed to one or more terrifying events 

that threatened or caused physical harm (Figley, 2002). 

When asked about their exposure to the Murrah Building, all participants 

indicated that in the process of performing their duties they were exposed to the Murrah 

Building bombing site directly or indirectly. Exposure to this traumatic event, whether 

direct or indirect, put them at risk to symptoms associated with PTSD or STSD (DHHS, 

2005; Figley, 2002; NIOSH, 2002; Pridemore, Chamlin, & Trahan, 2008). One 

participant comment's highlights participants' vulnerability to PTSD or STSD: " ... That 

was an emotional time and I had dreams about it, for years afterwards, I would.wake up 

thinking about stuff and no one ever really offered.any counseling. They never said well 

let's take a look at which employees were there and which ones we may need to offer 

some help to. They didn't do that and I thought it should've been done. It didn't really 

screw me up to bad, but something you did think about, it was a significant event in." 
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Direct exposure included regular or occasional visits to the Murrah Building 

bomb site to visit, assist, or perform a variety of different work functions related to the 

after-math of the bombing or preparations for demolition of the building. Some of the 

responses from participants indicating they had been directly exposed to the Murrah 

Building bombing site included the following: 

". . . The site visit, I only went into the site once, and it was after 
[Employee's Name Removed] couldn't go. They had asked him to go in -
we were still looking for two of our people that we had lost. And 
[Employee's Name Removed] came out in tears - I wasn't there and they 
asked does anybody else know these two guys and I said, "I know them ... 
We had to be very careful while we were climbing over this debris; [pause] 
and he pointed up at some torn metal and said, "Do you recognize anyone 
there?" And I remember looking, saying, "What are you talking about -
where?" And he said, "Right there." The distance was probably from me to 
that door [12'], it was up in the air and I focused again and then I saw legs, 
shoes, a torso, and the rest looked like - I've described this a hundred 
times - and I struggle every time - looks like pulled apart, plastic 
insulation, that pink insulation. And then it dawned on me what he was 
pointing at - it was a body and anything above the torso was 
unrecognizable. And I said, "No, my God." I never thought of what the 
death was like in this. To me I thought it might have been instantaneous. 
Then it dawned on me that people had - some death was instantaneous, 
some people had been trapped, some people burned to death, and it was 
probably the most emotional I ever got the whole time I was up there. 
Walking out there I said, "I can't help you." But it was just unbelievable, 
so that was a site visit, my first site visit into the rubble of the Murrah 
Building. After that I never went back into it. My next site visit was when 
they imploded it [the Murrah Building]." 

"When I went back to the site they took me and showed me - they 
thought it was a body and so I was preparing myself to see this body - the 
person was actually dead - it was a dead body. And they wanted me to try 
and identify it and make a positive identification if it was [2 Coworker 
Names' Removed] or someone I knew. And I was prepared to see a body, 
but it was the remains of a body, no face, it was just material wrapped 
around concrete so it was not - I could not· make out - that's how bad and 
graphic it was - and I started to realize how devastating that it was. 
People were - floors were this big [ 6" in hei~ht~ _ so when the floors 
collapsed, everything was mingled. They were po~ntmg t? small areas an~ 
they were saying, that's the seventh floor or thats the eig?th floor and It 
was all on the first level. It was so compressed; · It was beyond 
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comprehension, those people in there [the building] how could they have 
survived." 

" ... I never served in the military but I served at the Murrah Building and 
I feel like that was my time that was my chance to serve my country. It 
was very stressful and something that I wasn't prepared for and thrown in 
to it and you had to do it. I don't really know what it's like to be on the 
battlefield, but I do know what it's like to be in a very stressful situation. I 
was right there in the middle of the aftermath of a terrorist attack and the 
aftermath of all of that and all the things we saw, the things we smelled, 
walking through debris and blood and stuff. You could see dried blood on 
the ground [pause] I wasn't really prepared for all that. I dealt with it, but 
I wasn't really prepared for that type of experience." 

Indirect exposure to the Murrah Building bombing site included being exposed to 

the "smell of death" that permeated the outside environment, working at a site nearby 

the building, working with rescue workers involved in the recovery efforts, working with 

bombing survivors to re-establish their work operations, and media exposure via 

watching TV news reports or reading newspapers. Researchers have also found that 

indirect expose to a traumatic event via TV viewing can contribute to traumatization of 

individuals (Pfefferbaum et al., 2000). 

Some responses from participant who had been indirectly exposed to the Murrah 

Building bombing site included: 

"The one thing that was very noticeable that none of us expected was the 
complete smell that took over the whole city it was just the smell of death. 
It was a smell that you never experienced, it was just like a cloud in the air 
and you couldn't even go outside those days. That was the one thing that 
caught us all off guard. It was definitely just right in that area for probably 
at least a mile." 

". . . The other challenging thing that was difficult was the smell that 
permeated the area. You would go outside· and it would be there - it _was 
the smell of death. I would try to stay in the hotel area and not leave 1t or 
if I had to go outside I would minimize the time I was outside." 

"This was the weird and eerie thing, we could see the Murrah Building 
from the windows because it was adjacent to them [the other two federal 
buildings] and you could kinda see the back, but you could see all the stuff 
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that was going on. One time we were there late at night and we were doing 
inspections - this was several days into the work because they had put in 
a bunch of ceiling tiles and we were in there inspecting and we looked out 
the window and it was just like everything stopped because they had all 
these body bags laying on the ground and I just saw them and thought -
those are bodies - and it was just so awful. And that's when it kind of hit 
me and that was about three or four days in to working there. You know it 
was just awful and I'll never forget the sight - I can remember my eyes 
just looking out the windows and then locking on that scene and thinking, 
oh those poor people, those poor people because you know it took a while 
to find bodies." 

"We toured those buildings and it was devastating all the ceiling tiles were 
out, all the windows were out, and the windows had exploded so bad that 
there was so much glass penetration in the walls and then glass and 
shards of glass all over the rooms. And then you saw blood and it was 
awful - it was just awful because people had been hit with this flying glass. 
And then you would see people's desk and this is what was so vivid, you 
would see people's desk where their work was laying there and you're 
thinking - those people those poor people - were right in the middle of 
their work and then they've got blood on their papers and then there was 
blood trails down the halls and it's like oh my gosh this is just awful. Just 
awful." 

Sub-theme: Prepare yourself; it's going to be disturbing. The bombing 

of the Alfred P. Murrah Federal Building on the morning of April 19, 1995, was not the 

first terrorist attack in the U.S., but at that time it was "the deadliest terrorist event ever 

committed on U.S. soil" (FBI, 1997, p. 1; Sprang, 2001, p. 337). Specifically, it was the 

first involving mass destruction and causalities; targeting Americans while they worked 

(FBI, 1996). Of the 1,277 individuals exposed to the blast, 167 were killed (a first 

responder was later killed due to falling debris), 592 were injured and received medical 

treatment, and another 518 received minor injuries not requiring medical care at the 

time (Mallonee, et. al., 1996; ODCEM, 1996; The City of Oklahoma City, 1996). 

Destruction and damage to workplaces included the Alfred P. Murrah Federal Building, 

324 surrounding buildings, and additional damage to cars, windows, and doors in a so

block area (FBI, 2000 ). Given the devastating nature of the event and the arduous 
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working conditions it was expected that participants would experience various 

challenges connected with their work assignments. Challenges were associated with four 

primary areas: managing work responsibilities, victims and survivors, political 

distractions, and security issues. 

Participants found managing their work responsibilities to be challenging due to 

the vast volume and urgency of the critical work requests as well as the need to ensure 

completeness, accuracy, and the integrity of the work. As one participant stated, 

"Probably the most challenging aspect was just trying to keep on top of getting things 

done quickly and trying to prioritize those things that were more important to be done. 

You couldn't do them all so you had to prioritize the ones that that really were most 

important. When it really came down to it, was this something that was going to affect a 

person's survivability ... " 

Participants also found it challenging dealing with issues associated with victims 

and survivors which included the smell of death permeating the area, the proximity of 

worksites that were near where people had died or human remains were still being 

removed, and working with survivors not ready to handle work issues as well as listening 

to their stories of the bombing. As one participant aptly said, "The most challenging was 

working with the people who had actually been in the bombing and who were totally not 

emotionally ready to think about replacement space." Another shared the story that a 

survivor had shared: "Do you remember the man that they showed coming down the 

ladder from his space? ... And had he not gone for his pencil he would have died 

because the secretary died and all the other people in his office died. To this day he 

doesn't know why he went for that pencil. It was hard to listen to the stories." 
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Challenges associated with political distractions included dealing with political 

officials and the continual requests for information. Participants commented it was 

challenging working with political officials who had differing agendas, were egocentric or 

disingenuous. One participant's comment reflected what many others had also implied, 

"If you'll just get [Political Official's Name Removed] out here I can do my job." Another 

comment reflecting the sentiment of other participants was: "Some of the challenges for 

the people on my team were when we were dealing with the people like [Political 

Official's Name Removed] and other people that come from Washington [DC]." Another 

challenge related to political distractions was the requests from the White House and 

Central Office, the agency's headquarters, for information, reports, briefings, etc. An 

example shared by a participant: "The most challenging aspect was the political side of 

the situation, especially dealing with the White House Communications. You would be 

trying to do your work, which was especially challenging considering the situation and 

then you were constantly bombarded with requests for information, report-outs, and 

briefings for the White House. Then on top of all that, the President was coming into 

town - it almost became unbearable at times." 

A final challenge for some participants was the security aspects associated with 

their work assignment. These challenges included dealing with badging issues and access 

to worksites as well as ensuring the confidentiality of documents and other items at the 

various worksites. A representative comment was: "As I mentioned the daily ba_dging 

situation was challenging. Yes, it was the most challenging. It sounds simplistic but it 

was challenging because if you didn't have a badge you couldn't go into the worksite and . 

get the work done that you came to do. And then it was not just your own badge and 

credentials but it's all the other contractors that you were trying to get in." 
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Sub-theme: Mission accomplished! Researchers in the arena of traumatic 

stress have identified both negative and positive reactions in individuals working or 

involved in traumatic events. Negative reactions and symptoms are typically those 

associated with PSTD and STSD (American Psychiatric Association, 2000; American 

Psychiatric Publishing, Inc., 2010; APA, 2004a; Figley, 2002; NIMH, 2007, 2008; 

NIOSH, 2008; Stamm, 2002). Stamm (2002) found there were also positive feelings 

associated with helping others in a traumatic situation and identified this concept as 

compassion satisfaction. This concept of compassion satisfaction which involves the 

satisfaction an individual receives through the process of helping others was reflected in 

discussions with some of participants as they shared the rewarding aspects of their 

experiences. 

Participants responded positively when asked about the rewarding aspects of 

their experiences. Rewards were predominately associated with accomplishing their 

mission, experiencing synergy and camaraderie, serving others, and obtaining survivor 

information. For several participants it was rewarding to accomplish their mission and 

as one participant commented, "I think the most rewarding aspect was that we got the 

buildings [other two federal buildings] open within five days. And if you had told me that 

when we got there, I would've said there was no way we would ever be able to do this. 

But it was incredible how much work got done in such a quick, quick, quick, time." 

Participants acknowledged the ability to accomplish their mission was q.ue in 

large part to the synergy that developed among team members and the camaraderie 

among agencies as well as the outpouring of community support resulting in unlimited 

volunteers and donations. A participant's response best summarized the synergy and 

camaraderie that existed: 
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". . . And the outpouring of support - we were not alone - people really 
cared and wanted to do something to help. People were asking to do 
whatever they could even if they didn't have the skill or expertise that we 
needed. They were willing to do anything they could. There were "no 
bosses," everyone seemed to do whatever they could, I saw workers telling 
agency heads [executives] what to do. There was no hierarchy just people 
doing whatever needed to be done. No one stepped on toes, agency heads 
who held high positions were willing to do menial tasks, whatever it took 
to help someone." 

Other participants viewed serving others as a reward which was intrinsically 

motivating and provided them with personal pride. The reward of serving others was 

achieved in various ways such as working with bombing survivors to re-establishing their 

work operations or supporting recovery efforts to help the survivors or supporting work 

efforts that re-established federal operations in the area. One participant commented: 

"I was finishing up things that needed to be done before leaving for the 
weekend. The smell was gone and as we drove by the site, I remember 
thinking it was just horrific, the building was destroyed and so many 
people were gone. I remember crying but over the weekend I was able to 
reflect and gain back my perspective and I came back on Monday with a 
renewed spirit. I was able to stay focused on the mission and knew that I 
was there to serve and that gave me a sense of strength to continue the 
work that I was doing. I knew the work I was doing was important and 
needed to be done." 

An additional reward mentioned by participants was obtaining survivor 

information. Information included learning that coworkers and friends had survived the 

bombing, knowing the organization was taking care of the victims and survivors, and 

telling a family member that his or her loved one survived. And although working with 

survivors has been previously mentioned as a challenge it was also identified as 

rewarding. As one participant said, "The most rewarding was seeing so many people who 

were survivors and it was rewarding to be there helping." 

Sub-theme: It takes a team player to play on this team. A final sub

theme that emerged from participants was the lessons they learned from their non-



normative work experiences. This sub-theme resulted from the last interview question 

for research question one. The question was developed to give participants a chance to 

reflect over their experiences and identify lessons they had learned that they felt would 

be helpful to share with others who might be involved in a similar situation in the future. 

Asking this type of question as well as prior ones that dealt with challenges and rewards, 

offered individuals involved in disaster work an opportunity to capture their 

accomplishments, recognize their contributions, and provide a sense of achievement for 

their efforts (Myers & Wee, 2002). 

The primary lessons learned included the importance of team member 

characteristics and the contributions that the organization provides to employees in this 

type of situation. Participants indicated a key to employees being effective in a non

normative work experience was the team members that they worked with. Therefore, the 

characteristics of the team members were important factors for ensuring the success of 

the mission. The number one characteristic mentioned was selecting an individual who 

was a team player and worked well with others. Additional characteristics included: 

(a) hard worker - willing to do what it takes to get the job done, can handle a fast pace, 

and the never-ending workload; (b) demonstrated ability - has previously proven their 

skills on another work project; (c) emotionally stable - stays emotionally calm, focuses on 

the work, and does not become emotionally entangled in what is happening around 

them; and ( d) recognizes when it is time for a break from the work, both during the day 

as well as a brief time off to go home. One participant stated, "Get a good team together 

first. That's the first thing, get people that are dedicated to getting at job done." Another . 

participant commented: "I think you get very close to the people that you work with in 

those situations, but you also find that some people become overly irritated by what 
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other people do in that close of an environment. So it's really important to pick the right 

people that work together." 

The importance of a team player was also identified when participants had been 

asked about selecting employees to be involved in a similar situation. Participants 

responses identified three characteristics: team player (number one response), 

emotionally strong, and technically competent. Team player comments included: 

"Works-plays well with others ... " "Places the team in high regards." "An individual can't 

be egocentric, because it requires focusing on the team's accomplishment." "The focus is 

serving others not being an individual hero." "It takes a team player to run the 

marathon." "Success is all about relationships." The importance of team members aligns 

with research that has found effective teamwork contributes to low-stress cultures and 

coworkers' social support can serve as a stress moderator (Miller, Buckholdt, & Shaw, 

2008). 

Participants also indicated that in order for employees to be effective in a 

non-normative work experience, there were contributions that the organization could 

provide. These included: (a) supportive and attentive supervisors - those who kept 

employees informed, provided assistance when needed, and were aware of how 

employees were handling the emotional aspects of the situation; (b) local employees -

ensuring the appropriate support was provided to the survivors and bringing in local 

employees survivors wanting to assist with recovery efforts; and (c) identifying.the right 

number of employees to respond - finding the right balance between too many and too 

few. One participant commented: " ... But I still think [2 Supervisors' Names Removed] 

were the most important to me. I would want someone just like them over me that would 

back me up, stay out of my way, and give me help when I needed it. [Supervisor's Name 
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Removed] was really good about things like helping out." Another stated, "Lessons 

learned - I think they had - I think the positive thing we did was that we looked after our 

victims [survivors] in Oklahoma City." One other participant responded, "The lesson 

learned is that you don't need a lot of people there - you know go with what you need 

initially and you can bring people in any time you want." Participants comments 

regarding important organizational contributions via supervisor support (Dolbier, 

Smith, & Steinhardt, 2007) and organizational practices which enhance workers lives 

(Krouse & Afifi, 2007) are consist with the literature. 

Research Questions II and III 

Research questions two and three focused on identifying the impact to the 

participant and their family during this experience in regards to their perceptions, the 

stressors they experienced, the resources they used to assist them in handling the 

stressors, and the coping strategies they used. Since both research questions were aimed 

at discovering similar constructs (factors) associated with Hill's (1949, 1958) ABC-X 

Model of Family Stress and Boss's (1988, 2002) Contextual Model of Family Stress the 

findings are discussed concurrently. 

Hill's theory focused on how families experience a stressor event, factor A; how 

families utilize resources to manage the stressor event, factor B; how families perceive 

the stressor event, factor C; and whether the event produces a crisis situation, factor X. 

Boss's Contextual Model of Family Stress included Hill's four factors, A, B, C, and X, and 

incorporated the. circumstances or context in which the family exists, thus recognizing 

that the external and internal context influences families and the stress they experience. . 

In addition Boss identified the factor X as the family's outcome which can be crisis or 

some range of stress. Hill's original model only identified factor X as being a crisis 
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situation, Boss (1988, 2002) stated that not all families end up in a crisis state after 

encountering a stressor event. Instead the family can end up experiencing some degree 

of stress which exists on a continuum ranging from managed to high stress. 

Themes 2 and 6: Participants' and families' perceptions. Hill's (1949, 

1958) ABC-X Family Stress Theory and Boss's (1998, 2002) Contextual Model of Family 

Stress, identified the family's perception of the stressor event as playing an influential 

role in the family's ability to handle stress. Hill (1958, p. 141) identified factor C in his 

model as the "meaning of the event" or "definition of the event." The definition the 

family assigns to the event reflects the family's values, their experiences with prior crises, 

and the strategies previously employed (Boss, 1988, 2002; Hill, 1958; Mccubbin & 

Patterson, 1983). All of theses aspects of the definition become the meaning or the 

interpretation of the event. Hill (1958) identified this as the intervening variable which 

had the potential to transform the stressor into a crisis or prevent a crisis situation. 

Likewise, Walker (1985) discussed Hill's factor C as the definition the family gives to an 

event, which reflects their belief regarding the severity of the crisis. Mccubbin and 

Patterson (1983) also stated that a family's definition is subjective, reflects their values, 

and their prior experiences in dealing with change or meeting crisis, either successfully 

or unsuccessfully. Boss (1988, 2002) preferred the term perception of the event as 

opposed to Hill's definition of the event. She believed the term perception encompassed 

both cognitive and affective domains and better represented the meaning the family 

assigned to the ~vent, the resulting level of stress or crisis the family experienced, and 

the coping strategies used (Boss, 1988 & 2002). 

Regardless of the terminology used, all indicate that how individual family 

members and the family collectively define, perceive, or appraise an event will influence 
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how individual family members and the family unit will behavior, identify or use 

resources, cope or give in to the event and related hardships (Boss 1988 2002 · Hill 
' ' ' ' 

1949, 1958; McCubbin & Patterson, 1983; Walker, 1985). As Boss (1992) indicated, 

similar to the concepts of symbolic interactionism, individuals and families socially 

construct their reality and their perceptions represent what is real to them. Their 

resulting interactions and behaviors with family and others reflect those beliefs, whether 

or not they reflect an objective reality. In this research study both participants and their 

families, as perceived by the participant, viewed the participant's work assignment 

(initial stressor event) in positive terms. Participants' responses regarding their 

perceptions both initial and later are summarized in theme 2: constructive perceptions. 

Participants' responses regarding their families' perceptions are summarized in theme 6: 

supportive perceptions. 

Theme 2: Constructive perceptions. Participants' initial and later 

perceptions regarding their work assignment were positive, framed constructively, and 

participants viewed the stressor event, their work assignment, as manageable. Initial 

perceptions centered on concerns, work responsibilities, and worry. Later perception 

involved their work assignments, concern for victims, and the bombing. 

Sub-theme: Initial perceptions. Initial perceptions revolved around concerns 

associated with the explosion, work responsibilities they were tasked to handle, and their 

feelings of apprehension. Their concerns regarding the explosion mainly centered on 

how the explosion had impacted tenants and the building. Thoughts focused on their 

work responsibilities and frequently included mentally planning, preparing and 

anticipating their work tasks. Feelings regarding their work assignment were typically 

related to their apprehension and uncertainty connected with not knowing the exact 
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details of their upcoming work assignments. Initial perceptions had been shaped and 

influenced by information obtained from 1V news reports broadcasting at the time, 

limited organizational information available, and their own mental assessment of what 

their role would involve. A participant's response that summarized these perceptions 

was: 

Well you know obviously it was a horrific thing that happened and we 
were very sympathetic to the folks because a lot of us in the Fort Worth 
office knew a lot of the folks in Oklahoma City Service Center and 
knowing when you saw some of the pictures on 1V that your counterparts 
that you knew really well, may have been in there and we just didn't have 
that much information yet. That was the first thing on my mind - just 
wondering just who was affected and how they were dealing with stuff. 

Then as I got closer up there I was mentally trying to put together what I 
would need to be doing and how I could prioritize my task and how I 
could make myself most useful to the Command Center up there. That 
was down on the list of priorities but still trying to go through and 
understand what I needed to be doing. Doing the kind of work that I do 
you have to kind of think of those types of things. Normally when you 
when you encounter situations like that there are probably 50 million 
different things that are occurring and if you don't give it a little bit of pre
thinking then it can be pretty overwhelming. So obviously I wanted to 
keep in my lane and focus on my assignments and duties. So first I was 
thinking about folks in Oklahoma City and then second what I needed to 
do, to best to help them. 

Sub-theme: Later perceptions. Later perceptions involved re-evaluating work 

assignments and responsibilities based on the knowledge that the explosion was due to a 

bomb and not a gas leak. For some participants, this new information caused them to 

wonder if there were additional bombs, what the status of individuals in the building 

was, and what the magnitude of the devastation was. For others, new information 

regarding the bombing did not alter their initial perceptions. For all participants, their 

later perceptions, like their initial perceptions, were positive and overall constructive. 

Several responses from participants that represented these ideas included the following: 



... but this guy had told me and this was how I learned it was a bomb and 
it changed everything we were talking about. I mean you know for when 
we get up there what we were going to see. Are there more bombs? No 
body really knew what we were going to see at the time . 

. . . In fact, not quite sure who had done that, and if it was still a threat .... 
Once I was up there it totally reconfirmed that this was going to be 
something different. Just the pace and the urgency just was - it was just 
overwhelming the magnitude. That was a building; a huge building that 
wasn't there anymore and that someone cause that to happen versus an 
act of God .... But it was something that you also put on the back burner 
and you couldn't think of it now. That's what I found we did most of the 
time we weren't thinking about it. We were just taking a piece of paper 
and trying to figure out the best way to accommodate the request. 

Totally, totally - we thought initially [pause] it would be reconstitute the 
federal operations up as quickly as possible. Once I got there the damage 
was much greater than we ever could have dreamed .... So we basically 
made assignments of what activities had to be done, communications, 
Command Center management, operations, federal building 
reconstitution, replication of that space that was lost in a lease 
environment, determining what agencies were displayed, what their needs 
were, what their housing requirements were. 

Theme 6: Supportive perceptions. Participants indicated that their families' 

overall perceptions were supportive and included feelings of pride as well as concerns for 

the employee. Pride was a predominant theme that family members associated with the 

employee's work assignment. One participant stated, "You know they were so proud and 

they told everybody and it was just like ... okay. So everybody knew, all my aunts and 

uncles knew, all my mom's friends knew it." Another participant also voiced the pride 

families felt, " ... So they were really, really proud - really proud is all I can say." 

Concern centered on the employee's safety, worry that the employee was working 

too hard, or concern about managing family schedules due to unknown deployment 

timeframes. Concerns for the employee's safety was heavily influenced by information 

obtained from 1V news reports during the employee's deployment. One participant 

discussed his family's concern for him, "Well I'm sure they worried a lot about me being 
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up there because the 1V is so powerful and they see this building blown up and all these 

folks digging through rubble and bodies still being discovered and brought out. They 

worried a lot about stuff, so you just need to call and talk to them. I'm not really one for 

sharing the details, I would say I'm fine, they might ask, "what about this stuff?" and I 

would say we don't mess with that stuff, it's not part of what we're doing." 

Family members often demonstrated their support of the employee through 

supportive behaviors such as family members assuming additional family and household 

responsibilities as needed. One participant commented, "I think that they were 

extremely proud that I did that and that they were supportive by all means. My son was 

in junior high at the time, but my husband just handled stuff." Another shared, "Well you 

know, I had worked disasters in the past and my husband being military and a federal 

employee too, realized there are times when you're needed. And he realized I was 

needed .... They were supportive, but the longer it got, they thought what about us. But 

you get geared into that mission and you just don't hear that." 

Summary of participants' andfamilies' perceptions. Various 

researchers discuss the family's definition or perception of a stressor event to be a 

decisive factor in determining both the severity of the stressor event as well as whether 

or not the family experiences a crisis as an outcome of the event (Boss, 1988, 1992, & 

2002; Hill, 1949 & 1958; McCubbin, et al., 1980). This perception also influenced the 

resources and behaviors they used to respond to the event. For example if a far:iiily 

defined an event as catastrophic, even if there was evidence contrary to the family's 

definition or perception, the family behaved in a manner exhibiting their beliefs and the 

resulting consequences reflected their subjective reality (Boss, 1988, 1992, 2002; Hill, 

1949, 1958). In this research study both the participants and their families, as perceived 
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by the participants, viewed the stressor event in positive terms. Despite both 

participants' and their families' apprehension and concerns, their overall positive 

perceptions enabled them to manage the stress associated with the initial stressor event 

and subsequent hardships with constructive and supportive behaviors. 

Themes 3 and 7: Participants' and families' stressors experienced. 

Numerous researchers differentiate between the terms stressor and stress, with stressor 

generally defined as an event or stimulus that has the potential to produces stress. 

Mccubbin and Patterson (1983, p. 8) defined a stressor as "a life event or transition, 

which can impact the family unit producing, or has the potential of producing, change in 

the family social system." Hill (1949) defined stressor as an event, stimulus, or 

mechanism that is of a sufficient magnitude to bring about change in a family system. 

Hill (1958, p. 140) later defined the crisis-precipitating event or stressor as "a situation 

for which the family has had little or no prior preparation and must therefore be viewed 

as problematic." The stressor itself is neither positive nor negative, can be normative or 

non-normative, and has hardships or changes associated with it that require the family 

to deal with them (Boss, 1988, 2002; Hill, 1949, 1958). 

Stress has a variety of definitions depending on the field of study under 

discussion and even then the terminology is often intermixed. Family researchers discuss 

that stress itself is not a component of the stressor event, but a by-product of the 

perceptions given to the stressor event and interactions of the family's respon~es as they 

handle the hardships or changes associated with the stressor event (Boss, 198°8, 2002; 

Hill, 1949, 1958; McCubbin et al., 1980). Physical stress viewed from an individual 

perspective has been defined as an individual's mental or physical state in response to 

events (stressors) that present the individual with a challenge or threat (Selye, 1978). 
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Psychologically stress is defined as a condition subjectively experienced by individuals 

when they view the demands placed upon them exceed the resources available to them 

for handling the demands (Kovacs, 2007; Lazarus & Folkman, 1984). 

The idea of subsequent stressors or hardships is a concept Hill (1958, p. 140) 

identified as residing outside the event itself, "constituting a distinct variable requiring 

separate attention." Hardships were considered an attribute of the event itself and 

typically accompanied the event. Hardships could vary in number depending on the 

initial stressor event. Research conducted by McCubbin and Olson (1980), on families 

with a husband/father who was a prisoner of war or missing in action during the 

Vietnam War also found additional hardships or stressors that emerged from the initial 

stressor event. These additional stressors associated with the husband/father's war

induced separation were identified as "pile up" stressors (Mccubbin & Patterson, 1983; 

Mccubbin & Olson, 1980). They observed that families rarely dealt with a single stressor, 

but either multiple stressors that often built up over time or dealt with additional 

demands related to the initial stressor event. 

For the purposes of this research study the bombing of the Alfred P. Murrah 

Building in Oklahoma City on April 19, 1995 was identified as the trigger event that 

produced the initial stressor event for participants and their families. The initial stressor 

event was identified as the participant's work assignment to re-establish federal 

operations after the bombing of the.Murrah Building. Subsequent hardships ~ere 

discovered by asking participants to identify the stressors they and their families 

experienced. The stressors discussed by the participants for themselves and their 

families follow and for the purposes of this study stressors subsequent to the initial 

stressor event are viewed interchangeable as either hardships or stressors. 
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Theme 3: Stressors experienced. As previously discussed in research 

question one, workplace stress is a common occurrence. A normal workplace is filled 

with stress, frustrations, anxiety, and pressures. Researchers have found most white

collar workers are typically exposed to normative stressors on a regular basis (AP A, 

2008; Colligan & Higgins, 2005; Sauter et al., 1999). In addition, workplace stress 

produces a variety of physical and psychological responses to these stressors such as 

burnout, negative attitudes, elevated cholesterol, high blood pressure, and heart attacks 

(APA, n.d.; Dolbier, Smith, & Steinhardt, 2007; Miller, Buckholdt, & Shaw, 2008). 

Researchers have also found that the human body does not differentiate between normal 

workplace stressors and those associated with traumatic stressors, both can lead to 

severe problems. The difference is that traumatic stressors typically have longer-term 

effects and potentially lead to PTSD or STSD (Kovacs, 2007; NIMH, 2007; NIOSH, 

2002). 

Participants in this research study revealed hardships or stressors experienced in 

their non-normative environment. The overall theme was identified as stressors 

experienced; sub-themes were identified as work-related stressors, emotional stressors, 

and self-imposed stressors. 

Sub-theme: Work-related stressors. Work-related stressors were associated with 

the work pace or the nature of federal agencies. Work pace included a variety of items 

such as the urgency of work requests, constantly changing work priorities, massive 

volume of work, and managing one's time as opposed to others managing it. Comments 

included: "Oh yeah I mean the urgency. A lot of it was the urgency of trying to do the 

right thing. Understanding that I couldn't do it all and coming to that realization that I 

couldn't do it all." Another participant responded," ... So it was stressful, you're working 
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long hours, when I was working on the Federal Building Courthouse, we would start 

really early in the morning and you go until midnight or one o'clock in the morning and 

they didn't have enough hotel rooms for us." Another commented, "You would always 

have something to do or somewhere to go but in the process of getting there people 

would grab you and say, "Hey I need you," and it was very hard to manage your own 

time. It was crisis management, so everything to everyone was a crisis and everyone's 

priority was an emergency." As one participant said, "Well [pause] obviously it was a 

very horrendous thing and you were feeling a lot of stress and different emotions. And 

obviously you felt the need to get those other buildings up and operating as soon as 

possible." 

Stressors connected to working for a federal agency were items that participants 

had previously identified as challenges and included working with political officials and 

the never ending requests for information. Responses reflective of these ideas included: 

" . .. the most frustrating thing was putting up with the bureaucracy. . . . It was just that 

kind of stuff - just the bureaucracy .... The request for information from people is 

overwhelming ... " Another stated, "I think just the political pressure from our leaders 

that was unrealistic and obviously they had their own agenda .... They were totally out 

of touch - of what really went on in a situation like that. They didn't have any human 

element interest at all. It was all about what they were going to report to the media." 

Sub-theme: Emotional stressors. Emotional stressors were related to tpe 

devastation and destruction associated with the bombing or the victims and survivors. 

Comments such as seeing the destruction done to the building and surrounding area as . 

well as working in close proximity to where people had been killed were associated with 

the devastation and destruction. The words of one participant summarized this idea: 
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"Stressors well you know, I've been thinking about that - it was emotional seeing that 

devastation, I mean it just took your breath away and then knowing people that were 

killed there." 

Ideas associated with victims and survivors included assisting in identifying 

bodies, smelling the odor of death that permeated the area, thinking about the children 

killed, knowing individuals killed, working with survivors, and watching victims' families 

gather at the site. One participant commented: " ... just the vast damage and the overall 

smell of death was more than you could even comprehend." Another participant stated, 

"Stressors well you know, I've been thinking about that - it was emotional seeing that 

devastation, I mean it just took your breath away and then knowing people that were 

killed there. The SSA [Social Security Administration] attorney used to be our legal 

counsel. I believe his name was [Name Removed] - remember him - he was a super nice 

guy. I probably knew him more than some of our GSA folks that were in the building. I 

didn't work with them, but I had worked a bit with [Name Removed]. It was just so much 

sadness and oh the childcare center - you remember the picture of the firefighter with 

that child and that child was dead." 

Sub-theme: Self-imposed stressors. Final sources of stressors or hardships were 

those that participants imposed upon themselves. These stressors were often related to 

participants pushing themselves to complete work assignments in unreasonable time 

frames, feeling the need to be emotionally strong in front of others, and concerns about 

keeping up with activities occurring at home. As one participant stated: " ... l guess I put 

a lot of stress on myself .... As far as real stress goes I don't know that I was stressed 

other than the stress of pushing myself." Another commented: "I knew I had to be 

strong. In this situation I was the lone female in charge and I was responsible for all 
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these people who were checking in with me and getting their work assignments from me. 

I wanted people to know they could trust me and follow my orders so I made every 

attempt to make good decisions during the time we were working there." 

Theme 7: Family stressors experienced. Spillover stress has been 

identified as occurring when the stresses and resulting problems associated with one's 

environment spillover into the opposing environment (Crouter, 1984; Staines, 1980). In 

this research study, participants' work assignments in a non-normative work 

environment produced uncertainty for their families regarding their safety, additional 

burden on the spouse at home juggling the family's routines, and anxiety associated with 

external sources which included families exposed to various media reports and severe 

weather. The first two categories could be identified as examples of spillover stress. 

Sub-theme: Worry due to uncertainty. The primary stressor for families was 

worry due to the family's uncertainty of the employee's safety. Once family members 

were assured of the employee's safety the worry tended to subside. One participant's 

comment summarized this stressor: "I don't think they really dealt with any stressors 

except initially they were worried about me. Once I assured them that I was fine, that I 

was staying focused on the work that I had to do, that I was staying in a hotel that was far 

away from the Murrah Building, and that I wasn't dealing with search and rescue efforts 

they felt better about me." 

Sub-theme: Changes infamily routines. Another stressor for some pan:icipants' 

families included changes in family routines. For·some it involved juggling the family's 

schedules due to the employee's absence, for others it was the loneliness experienced by_ 

the spouse due to the employee's deployment. One participant stated: "I thinkjust trying 
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to managing everyone's schedule was stressful; especially when I didn't return home 

when I was originally supposed to and my husband had reserve duty coming up." 

Sub-theme: Anxiety from external sources. Anxiety was associated with external 

stressors which included families' exposed to various media reports and severe weather. 

One participant indicated that his family's viewing TV news reports was a stressor and 

required constant reassurances on his part of his safety. Participants shared these 

comments:" ... Well I'm sure they worried a lot about me being up there because the TV 

is so powerful and they see this building blown up and all these folks digging through 

rubble and bodies still being discovered and brought out." Another participant 

mentioned the severe weather which resulted in a hailstorm during Mayfest was a 

stressor for her family. Her comment included: "That was stressful for them because 

many of the people they knew from church either had been injured or their homes had 

sustained severe damage. I think that was a stressor for them during that time, especially 

since it occurred while I was away and it may have just added to their worry." 

Summary of participants' and families' stressors experienced. 

Participants identified a variety of subsequent hardships or stressors that were 

experienced by themselves and their families. For participants the additional stressors 

were work-related, emotional, and self-imposed. Their families' additional hardships 

included worry due to uncertainty, changes in family routines, and anxiety caused by 

external sources which included exposure to media reports and severe weathE:r, These 

subsequent stressors like the initial stressor event require the family to adapt and mange 

the changes that accompanied the stressors (Boss, 1988, 2002; Hill, 1949, 1958; 

Mccubbin & Patterson, 1983). In addition, these stressors, like the initial stressor event, 

exposed the participants and their families to potentially harmful emotional and physical 
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consequences associated with stress (APA, 2008; Colligan & Higgins, 2005; NIMH, 

2007; NIOSH, 2002; Robinson & Griffiths, 2005; Sauter et al., 1999). 

Themes 4 and 8: Participants' and families' resources. Hill defined 

resources as family organization which included attributes associated with family 

adaptability or flexibility, and family integration or unity and coherence that assisted the 

family in being crisis-proof (Hill, 1949, 1958). Resources according to Hill's definition 

would include items such as interpersonal relationships, communication patterns, 

economic factors, family roles and responsibilities, family goals, and physical and 

emotional needs. Boss defined resources as specific assets, physical, economic, and 

psychological, a family has available and can access when need. A few of these resources 

would be items such as job skills, interpersonal skills, family communications, health, 

and money. 

McCubbin and Olson (1980) identified resources as existing resources and new 

resources and categorized them as psychological, intrafamilial, and social/ community 

resources. Examples of psychological resources are personal resources that were 

associated with an individual family member such as self-esteem or self-reliance. 

Intrafamilial resources are associated with the family and include items such as the 

family's ability to modify its internal organization or its existing roles and responsibilities 

within the family, house and caregiving responsibilities, and family unity. 

Social/ community resources are associated with groups or organizations that provide a 

family with items such as information, networking support, and social program benefits 

(medical or financial assistance). 

Mccubbin et al. (1980) decade's review of family stress and coping identified 

Hill's factor Bas receiving the most attention from researchers. The result has been a 
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proliferation of research identifying and defining the concept of resources. This has 

produced three primary categories of resources: individual family member's personal 

resources, the family system's internal resources, and social support. Personal resources 

include financial, economic well-being, education, cognitive well-being, health, physical 

well-being, and psychological, self-esteem, self-denigration, and mastery (Mccubbin et 

al., 1980). Family system's internal resources focus on family organization such as family 

adaptability and cohesiveness. Characteristics often associated with internal family 

organization include shared power and goals, flexible roles, adaptability, and problem

solving ability. Social support has been defined as information supplied at the 

interpersonal level resulting in emotional support, feelings of being cared for and loved, 

esteem support, feelings of being valued, and network support, feelings of belonging or 

connected to others via communications and access to social services (Mccubbin et al. , 

1980). 

The literature existing on resources indicated an abundance of definitions and 

encompasses a wide range of tangible and intangible assets that both the individual 

family member and the family possessed or has accessed. An important aspect regarding 

resources is not in terms of how resources are defined, but rather do the individual 

family member and the family have the ability to identify them, access them, and utilize 

them to meet the demands associated with stressful events. In this research study 

participants were asked about the resources (personal, family, social support, _or 

organizational) that assisted them and their families in handling the stressors they 

experienced. Consistent with the resource literature discussed; participants identified 

social support received from family, coworkers, church members, and friends as the 

primary resources utilized. 
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Theme 4: Resources utilized. Participants' responses indicated that the 

resources they utilized included a broad range of social support such as family (Boss, 

1988, 2002; Hill, 1949, 1958; Lavee, in press; McCubbin & Olson, 1980), coworkers and 

colleagues (Miller, Buckholdt, & Shaw, 2008), supervisors and managers (Dolbier, 

Smith, & Steinhardt, 2007), community support (Mccubbin & Olson, 1980; Pridemore, 

Chamlin & Trahan, 2008), friends and church members (Mccubbin et al., 1980), and 

counseling services (Mccubbin et al., 1980) for those that knew of its availability. Krouse 

and Afifi (2007) cited Albrecht's and Adelman's definition of social support as a form of 

verbal and non-verbal exchange between an individual and another entity which results 

in reducing anxiety or uncertainty associated with a situation, the individual, or 

relationships, and improves the individual's perceptions of his or her personal control. 

Sub-theme: Social support. Participants consistently named the social support 

they received from family and coworkers as a primary resource. Family played an 

important role in providing support to participants via regular telephone 

communications as well as family members expressing their pride for the work that the 

employee was doing. One participant's comment reflected what many others had also 

stated, "Calling home and talking to my husband and family was very helpful for me. So 

we would typically talk about just normal day-to-day things and I would talk to the kids 

and see how they were doing." Family members (spouse, children, and parents) also 

demonstrated supportive behaviors by assuming family and household respon,sibilities 

and displaying positive attitudes in their ability to handle the situation. One participant 

reported, "My family is always supportive, they've always supported my travel and being 

gone, so it wasn't really that big of a deal. My husband always took care of the kids when 

I was gone." 



Another key finding determined from participants' interviews was the role 

coworkers and colleagues played in providing needed social support. Comments 

included items such as the pride they had working with coworkers to accomplish the 

seemingly impossible in a short period of time, discussing work-related concerns, 

sharing evening meals together, and finding humor in work events. One participant 

shared, "Coworkers. Going out to dinner was exactly that emotional support that we 

provided each because we could get off the subject and talk about anything else but that. 

And that's what we did -we sat there and we had belly laughs." 

Supervisors and managers were also identified as a source of social support for 

participants whether it was supporting their actions, keeping tabs on them, or making 

sure they were "alright." Others also commented on observing the camaraderie that 

existed among individuals and the esprit de corps among organizations. One participant 

summarized this idea: "That was the spirit - one of unity that existed there. That spirit of 

unity and that spirit of doing things exemplified all our efforts - that's what got me 

through." 

Community support was mentioned regularly throughout the interviews by 

participants and included the outpouring of support provided by the Oklahoma City 

residents which resulted in unlimited volunteers and donations. It was summarized best 

by the following: "The greatest support was probably the people I worked with, not 

probably, it was the people I worked with, the men and women of Oklahoma qty and 

how they reached out to us. There was nothing - if you were part of the recovery team 

and you had a badge to that effect - they would do everything for you. You couldn't wash 

your own clothes, you couldn't buy a meal, and they just took care of you." 
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Other resources mentioned included friends and church members. Knowing that 

friends and church members were visiting family members, assisting their family with 

household responsibilities or praying for them and their families was comforting to 

participants. A participant reported: "I still remember how comforting it felt knowing 

that that they [church members] were caring and looking out for my family as well as 

praying for me at church. Yes, that was a huge support for me even though I was so far 

away." 

Sub-theme: Counseling services. A final resource that received mixed comments 

was counseling services. Participants who knew counseling services were available 

viewed it as a resource even if they did not use the services, it seemed knowing they 

existed was sufficient. A participant reflected: " ... I knew that they had counseling 

services available .... I think just knowing that all those options were available, even 

though I didn't use the services, was helpful." Participants, who had no knowledge 

counseling resources existed, viewed the organization negatively for not providing 

counseling services. One participant summarized this:" ... Well I remember the whole 

thing about counselors and talking to [Coworker's Name Removed] about it once. That 

was an emotional time and I had dreams about it, for years afterwards, I would wake up 

thinking about stuff and no one ever really offered any counseling. They never said well 

let's take a look at which employees were there and which ones we may need to offer 

some help to. They didn't do that and I thought it should've been done. It didi:1't really 

screw me up to bad, but something you did think about, it was a significant event in." 

Based on participants' comments, it appeared the key to knowing there were 

counseling services available was dependent upon participants' work location. 

Participants located in the GSA or FEMA Command Centers, except for two individuals, 
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knew of the counseling services. Participants located at other worksites were unaware of 

the counseling services. 

Theme 8: Family resources utilized. In regards to the resources 

participants' families utilized to handle the stressors they experienced, responses 

included social support from the employee via regular communications in addition to 

family members, church members, and friends (Boss, 1988, 2002; Hill, 1949, 1958; 

Lavee, in press; Mccubbin & Olson, 1980). A few participants indicated that their family 

"just handled it." A participant's comment summed up the resources that assisted the 

various families during this experience with the following, " ... having the support from 

our church, being together, having family time, and knowing I was safe helped them in 

handling the situation." 

Sub-theme: Regular Communications. Participants consistently identified 

regular communications via telephone calls home between the employee and his or her 

family as a resource that assisted the family in handling this experience. A participant 

best summarized this support: "For them, it was me calling home and letting them know 

that I was fine and I wasn't involved with anything that they were seeing on 1V." 

Sub-theme: Social Support. Participants also indicated that their family utilized a 

social network that included family members, church members, and friends to provide 

needed social support. Communications among family members was mentioned by one 

participant, " ... In addition, members of my family helped each other." Support from 

the church and its members were a key resource ·during this experience as on·e 

participant commented: "The support they received from our church was very helpful. ~ 

I had mentioned earlier the fact that we knew people at church were praying for me and 

my family was helpful as well as the meals that they were providing them." Friends were 
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also mentioned as providing support for the participant's family and were reflected in 

this participant's response: "My wife is a vibrant person and she has friends who are 

supportive, but I don't recall any need for assistance during that time." All of these 

resources provided support to the family via communications, visits, and assistance with 

family and household responsibilities. 

Sub-theme: Just handled it. A few participants indicated that their families were 

able to handle the situation due to their past experiences with similar situations or 

simply dealt with the situation. Comments such as the family was accustomed to the 

employee's work-related travels, the family's experiences when the employee served in 

Vietnam, or the spouse simply dealt with the situation was representative of this sub

theme. One participant reported: "I traveled back then, I traveled a lot any way, probably 

about every other week, and so traveling wasn't a big deal back then." 

Summary of participants' and families' resources utilized. In this 

research study, participants, along with their families, identified, accessed, and utilized 

resources that assisted them in handling the stressors they experienced during the 

employee's work assignment to re-establish federal operations after the bombing in 

Oklahoma City. Consistent with the literature the resource utilized by participants and 

their families was primarily social support. Resources participants consistently identified 

and utilized social support provided by family and coworkers. Resources utilized by 

families, as identified by participants, included regular communications with :the 

participant, and a social network that included family members, church merribers, and 

friends. A few participants indicated that their family "just handled it." 

The ability of these participants and their families to identify, access, and utilize 

resources assisted them in managing the initial stressor event and subsequent stressors 
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or hardships and thus prevented a family crisis. This aligns with the findings of other 

researchers who have identified the existence and access to resources (Boss, 1988, 1992, 

2002; Hill, 1949, 1958; Mccubbin, et al., 1980) and specifically social support (Cohen & 

Wills, 1985; Feher-Prout, 1996) as a potential moderating factor in assisting families in 

managing a stressor event and preventing a crisis for the family. 

Themes 5 and 9: Partidpants' and families' coping strategies. Hill's 

(1949, 1958) ABC-X Family Stress Theory did not specifically discuss coping strategies 

although he alluded to coping behaviors in his discussion regarding his roller-coaster 

pattern of adjustment. McCubbin et al. (1976) suggested coping behaviors are part of a 

family's resources. Whereas Boss (1988) made a clear distinction between coping 

strategies and family resources, stating that they are not one in the same. Whether 

viewed as a component of family resources or as a separate factor, coping has been 

integrated into family stress theory focusing on its ability to assist families in dealing 

with stressors (Dyk & Schvaneveldt, 1987). 

As research has progressed and evolved in the family stress field, definitions for 

family coping evolved. McCubbin et al. (1976) defined coping as strategies for dealing 

with stress and the behaviors individuals use when faced with a perceived threat. 

Similarly, McCubbin and Olson (1980) defined coping strategies as behaviors which 

assist families in dealing with the hardships i~pacting them while maintaining the 

functioning of the family. Boss (1988) identified coping as the cognitive, affe~tive, and 

behavioral responses of individuals and the family to manage a stressful event as 

opposed to eradicating it and without any detrimental effect on any one member of the . 

family. 



Two widely known researchers in the field of psychological coping are Lazarus 

and Folkman (Kovacs, 2007; Mccubbin et al., 1976; Robinson & Griffiths, 2005). They 

defined coping as thoughts and behaviors individuals use to manage demands from 

internal and external sources that they perceive have the potential to strain or exhaust 

available resources (Lazarus & Folkman, 1984). Determining when or which coping 

behavior to use involves a cognitive process employing a primary appraisal and 

secondary appraisal of the person-environment relationship. The primary appraisal 

involves assessing whether a problem is stressful or not. The secondary appraisal 

involves determining how the problem should be dealt with if it was identified as 

stressful (Lazarus & Folkman, 1984). 

Lazarus and Folkman (1984) categorized coping into two types: problem-focused 

and emotion-focused. Problem-focused coping involves changing the person-

environment relationship to reduce the stress. It is task-oriented and involves an 

individual's efforts to manage or solve the problem causing the stress. Examples include 

attempting to change one's environment, seeking information, making decisions, 

changing one's behavior, resolving conflict, or obtaining resources (Folkman & 

Moskowitz, 2000; Lazarus & Folkman, 1984). Problem-focused coping resolves the 

situation and the individual no longer perceives a threat (Lazarus & DeLongis, 1983). 

Emotion-focused coping involves individuals changing either their interpretation 

of the situation or their response to the situation. Emotion-focused coping uses cognitive 

processes involving a reappraisal of the situation, to either change the way the situation 

is interpreted or attended to, thereby changing the emotional reaction to it. It can invol:e 

denial, reinterpreting past situations, religious faith, wishful thinking, and humor. Use of 

emotion-focused coping does not change the situation, only the emotional reaction to it 
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(Lazarus & DeLongis, 1983; Lazarus & Folkman, 1984). Lazarus (2000) cautioned 

researchers against viewing one strategy as more preferential than the other. Instead the 

two strategies are interdependent, often working together in the overall coping process. 

Utilizing Lazarus and Folkman (1984) problem-focused and emotion-focused 

coping strategies along with other coping resources, Robinson and Griffiths (2005), 

investigated the coping strategies of employees as they faced stressors associated with 

organizational changes in the workplace. The results of their study identified five sources 

of stressors and four coping types. The five sources of stressors included; increased 

workload, uncertainty, interpersonal conflict, perceived loss, and unfair treatment. Of 

interest to this research study was the four coping types identified: task-centered coping, 

emotion-focused coping, cognitive coping, and social support coping (Robinson & 

Griffiths, 2005). 

In general task-centered coping, involved solving problems in the workplace; 

social support coping, involved using support networks to deal with the change; 

emotion-focused coping, focused on alleviating negative emotional feelings associated 

with the stress; and cognitive coping, involved reinterpreting the stressful situation so it 

is no longer considered harmful or a threat (Robinson & Griffiths, 2005). 

In this study participants were asked about the coping strategies they utilized 

during their work assignment. Participants revealed using coping strategies that assisted 

them in maintaining a positive perspective regarding the work that they were_performing 

and the trauma associated with the bombing of the Murrah Building. Participants shared 

the various coping strategies they utilized which included engaging social networks, 

similar to social support coping previously discussed, and employing personal attributes, 

which was similar to task-centered coping and emotion-focused coping. An additional 



sub-theme was benefiting from organizational support and least helpful was handling 

nonproductive work issues. 

Participants were also asked what their families found most helpful in coping 

with this experience. Data analysis from participants' interviews found the predominant 

coping strategy for families was maintaining communications with the participant. Least 

helpful items related to handling specific family situations and included media attention, 

unclear deployment timeframes, and other situationally based issues. 

Participants' responses regarding the coping strategies utilized are summarized 

in theme 5: maintaining perspective. Participants' responses regarding their families ' 

coping strategies are summarized in theme 9: maintaining communications. 

Theme 5: Maintaining perspective. When asked about coping strategies 

utilized during this work assignment, most participants revealed using coping strategies 

that assisted them in maintaining their perspective. These included engaging social 

networks, employing personal attributes, and benefiting from organizational support. 

These were the primary strategies that enabled participants to maintain their perspective 

during their work assignment. 

Sub-theme: Engaging social networks. Engaging social networks included the 

ability of participants to interact and use support systems they had available to them 

such as their families and coworkers. A participant's comment that best summarized this 

perspective was: "The chief people-that helped me were [Coworker's Name R~moved] 

and [Supervisor's Name Removed], but my wife was my backbone, but who help me with 

getting the work done and made me look good were these other people." 

Sub-theme: Employing personal attributes. Participants employed personal 

attributes which enabled them to handle the work experience in a manner that best 
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suited their own personality. Coping strategies included managing emotions, focusing on 

the work to accomplish their mission, and using humor appropriately. Comments from 

participants included: "Well [pause] I tend not to try to think about things like that or 

over think them. I'm probably more of a put it in the back, move on, and do the work. 

That was just the way I was raised so I don't know [pause] that seems to work best for 

me." Also another comment reflecting similar sentiments, "For me what was most 

helpful in coping with this assignment was staying focused on the work that I was doing 

and not watching the TV or listening to the news. It was also very helpful to recognize 

that I was there to serve, that I wanted to serve, and that I had specific work that needed 

to be done in order to help the other agencies. I can't emphasize it enough that by staying 

focused on the mission I was able to do what needed to be done, do it very quickly, do it 

correctly, maintain the integrity of our work, and recognize that we were helping others." 

Another coping strategy was using humor and recognizing when it was helpful as 

well as knowing how to use it appropriately given the situation (Moran, 2002). Figley 

( 2 002 ) acknowledged humor as one of the highest forms of coping with life stress, but 

also recognized the challenge associated with using humor in traumatic situations. The 

key is knowing when it is appropriate to engage in humor in the course of dealing with 

distressing situations and recognizing the need to be sensitive to the suffering of others 

(Figley, 2002; Moran, 2002). One participant commented: "The most helpful was just 

doing the work, you didn't think about it and you were reacting and I found that helpful. 

I also found humor that we all developed, the Gum by 1 and Gumby 2 .... so· we always 

found something humorous about it." 

Sub-theme: Benefiting from organizational support. The sub-theme, benefiting 

from organizational support, included organizational items that supported participants 
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as well as assisted them in handling their work situation. These included supervisors 

who were supportive and backed-up their decisions, needed financial and human 

resources provided in order for participants to perform their jobs, and the camaraderie 

that emerged among individuals and organizations. Participants' comments included: "I 

think the most helpful thing was having the support of my supervisor. [Supervisor's 

Name Removed] was my supervisor at the time and having him there was very 

supportive and just knowing that he was there to support me was good." Another 

commented, "What was most helpful were the unlimited resources, the regional office 

was there, contracting, real estate, and property management were there to provide 

whatever was needed. Whatever we needed they provided, funding - the money was 

there for whatever project was needed to be completed. Project management was there 

to provide technical support. It seemed like Oklahoma City was a priority for the whole 

region, it even felt like a priority for the national GSA. We had access to whatever 

resources we needed." Another participant responded, "AB I mentioned the camaraderie 

between all the governmental agencies and other groups responding to the emergency as 

well as the support from everyone there was very helpful." 

Sub-theme: Handling nonproductive work issues. Participants also identified 

items that were not helpful to them in coping with their work assignments. Least helpful 

in coping with their experience was handling nonproductive work issues. This included 

dealing with specific groups of people and handling organizational issues. In _the category 

of dealing with specific groups of people, political officials were identified, as well as 

people with no apparent work responsibilities, and law enforcement entities with 

differing missions. As one participant said, "The least helpful was having the high-level 

officials [Political Official] right in our work space that was not a good thing. They 
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weren't helpful at all." The other category identified by participants as not helpful in 

coping with their work assignment included organizational issues such as new initiatives 

that diverted resources from the primary mission, need for reports, an initial lack of 

office equipment and supplies, and an inequitable method for recognizing employees' 

contributions in the recovery effort. A participant provided these comments, " ... I think 

the telework centers initiative was not very helpful because although it was a good idea 

and it had been adequately publicized, I don't think many of the employees involved in 

the bombing were ready to come back downtown or to any other locations around town." 

Theme 9: Maintaining communications. Participants indicated that their · 

families used coping strategies that assisted them in maintaining communications. These 

included regular communications via calling home as well as family support and past 

experience. Least helpful was handling specific family situations. 

Sub-theme: Calling home. The primary theme that emerged from participants 

when asked what they believed helped their families cope with this experience was 

maintaining regular communications with their families via calling home. As one 

participant responded: "Probably most helpful for them was maintaining the phone calls 

and talking about how things were going. Making sure after they knew I was all right, 

calling regularly, and talking about how things were going at home." The sub-theme 

calling home was the most mentioned response for this interview question. 

Conversations included keeping the family informed of the participants safety, 

assurances that he or she was fine, and dispelling any misconceptions due to various 

news reports. Participants indicated that discussions mainly focused on keeping up wit~ 

the normal day-to-day activities of the family and maintaining a sense of normalcy. One 

participant stated, "N 0 , I think the conversations we had and keeping them informed 
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that I was okay and tell them that I was working on my job to get the buildings up and 

running again. You really want put them at ease that you're not exposed to any dangers 

because even if you are you don't want to tell them all that stuff, because then they will 

start worrying about stuff they can't do any thing about and you just want to comfort 

them and let them know that you're doing your job and you'll see them soon. Try to keep 

as matter-of-fact as you can, it's important to them." 

Sub-theme: Embracing family support and past experiences. Family support 

and families ' past experiences with the employee's travel schedule were also mentioned 

as helpful to the families in coping with this experience. Participants' responses include 

the following comments: "And most helpful was probably family support. I couldn't 

think of anything else." "I don't think they were particularly anxious about me being 

gone. My family is rather unique in a lot of ways and they just handle stuff. They don't 

worry about stuff; they don't have a lot of high anxiety. By that time I had probably been 

traveling for seven or eight years so they were used to me being gone." 

Sub-theme: Handling specific family situations. Items that participants 

identified that were not helpful to their families in coping with this experience were 

related to handling specific family situations. They included issues with the media, 

unclear deployment timeframes, and other family specific situations. Least helpful media 

issues included hometown news reporters' attempts to interview an employee's parents, 

an employee's parent collecting news articles regarding the event causing un~ue stress, 

and media coverage resulting in either over dramatization of the event or inaccurate 

information. A participant commented: "I think the least helpful was probably the media 

attention so soon and so unexpected . ... Reporters started to show up at my parent's 

house with this story. So my parents got a lot of attention news wise, but it also caused 

270 



them a great deal of concern." Unclear deployment timeframes made it difficult for 

families to plan or manage family members' schedules. A participant shared the 

following: "The least helpful was the call home to tell them the time when I was supposed 

to go back home but I was going to have to extend. That was the toughest." Another 

commented: "I think the least helpful was just not knowing how long it would last 

because none of us knew how long we were going to be gone." Other items mentioned 

were typically related to a specific family situation. 

Summary of participants' and families' coping strategies. The ability to cope 

with life's demands and stresses is an essential life skill. McCubbin et al. (1980) proposed· 

that the use of effective family coping strategies can achieve four functions: (a) reduce or 

eliminate stressors and associated hardships; (b) maintain or strengthen family system's 

characteristics such as adaptability and cohesiveness; (c) protect families from 

disruption, therefore minimizing their vulnerability; and (d) alter the family's 

environment by changing the social circumstances. Coping strategies utilized by 

participants in this research study were similar to those found in the literature on stress 

and coping and produced benefits comparable to those identified by Mccubbin et al. 

(1980). Participants revealed using coping strategies that assisted them in maintaining a 

positive perspective regarding the work that they were performing and the trauma 

associated with their work experience. Participants' families predominantly coped with 

this experience by maintaining regular communications with the employee. ~or these 

participants and their families effective coping strategies helped them in dealing with 

both the initial stressor event and the subsequent hardships they encountered. 

Theme 10: Family adaptability. A final question concluded the interviews 

and focused on discovering whether any family roles and responsibilities changed during 
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this experience. The ability of families to modify, change, or alter a family's structure and 

patterns is another attribute that can aid a family in managing a stressor event (Hill, 

1949, 1958; Lavee, in press; Mccubbin & Olson, 1980; Mccubbin & Patterson, 1983). 

Although not identified as a separate factor in Hill's ABC-X Family Stress Theory, he 

discussed the concept of family adaptability as the "family's capacity to meet obstacles 

and shift courses as a family" as well as the ability "to take action in the face of challenges 

to its usual mode of existence" (Hill, 1958, p. 144). Of the two attributes associated with 

family organization, integration and adaptability, Hill suggested that mastering family 

adaptability was of greater importance in assisting family in being crisis-prone (Hill, 

1949, 1958). Similarly, Mccubbin and Olson (1980) identified "family adaptive 

resources" as the family's efforts to modify its role responsibilities and internal family 

organization when confronted with a stressor event. 

The findings of the present study indicated that families adapted and assumed 

roles and responsibilities as needed in order to maintain the functioning of the family. 

Role change ranged from none occurring or none being recalled to changing roles and 

responsibilities. 

Sub-theme: No role change or none recalled. A comment that summarized no 

role change occurring was: "No, there wasn't any change in any family roles. There 

wasn't much yard work to be done and I pay the bills and stuff. She had her own account 

so she could pay any bills that needed to be paid. They carried on at home, s? it either got 

done or it didn't. My son had school and my wife was self-employed at sales· at the time 

so she continued working at that time." 

Sub-theme: Role change occurred. Those who mentioned changes in roles 

indicated that either their spouse was familiar with the additional duties due to past 
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situations or the responsibilities were new to the spouse and considered to be the 

participant's responsibilities. A participant's response that indicated prior experience 

with the additional responsibilities: "Obviously my spouse became the primary caregiver 

of the family. He has always been a very in-touch dad. We've always had a 50-50 

partnership so he might have had to do a little bit more of mommy type stuff that 

normally fell on me like listening to the kids talk about school but as far as all the chores, 

we were always splitting that up. It was more or less not having somebody to partner 

with and do to it." Another participant's response indicated that the change in roles was 

new to the spouse: "Yes, [Spouse's Name Removed] took over and she didn't want to. She· 

didn't like it for example I took care the bills - it was my job to do and there were other 

things she just called a man's work. It just totally changed, because the bills still had to 

be paid and things had to be done. Now she pays the bills and she does still do some of 

the other "man work" but I still take care of the yard and she'll call a plumber if one's 

needed and that's been real nice for me. She didn't like it to start with, because she just 

didn't' like to pay bills and we'd be broke if I didn't push it .... But anyway that changed 

[paying the bills] and it changed permanently for us." 

The findings indicated that these families were able to modify, change, or alter 

their family's structure and patterns of interactions as needed in order to maintain the 

functioning of the family. Even for those participants who indicated their family roles 

and responsibilities did not change there was still indications that had they ?een 

deployed for a longer timeframe or if the need for change was urgent, the family would 

have adapted as needed. It appears that the capability of these families to adapt family 

roles and responsibilities as needed also contributed to their ability to successfully 

manage this stressor event. 
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Conclusions 

The purpose of this qualitative research study was to explore the phenomenon of 

individuals employed in white-collar occupations who were exposed to a traumatic 

stressor event via their involvement in re-establishing work operations after a terrorist 

attack. The specific research objectives were to explore: (a) what the experiences were of 

the GSA employees involved in the re-establishment of federal operations after the 

bombing of the Alfred P. Murrah Federal Building, (b) what their perceptions were of the 

event, the stressors they experienced, the resources they used to assist them in handling 

the stressors, and the coping strategies utilized to adjust to their work assignments, and 

( c) how their families were impacted, as perceived by the GSA employee, during this 

experience. 

A qualitative research method combined with a phenomenological research 

strategy provided the researcher an opportunity to gather both verbal and nonverbal 

cues through prolonged face-to-face interviews. Utilizing this type of research 

methodology gave the researcher greater insight into this unique phenomenon by 

hearing not only the words participants shared in the exchange of information, but also 

their gestures, facial expressions, movement, appearance, tone of voice, sighs, and other 

nonverbal lexis. Had this information been obtained only through the use of 

questionnaires or surveys, the researcher would have missed the strong emotions that 

are still associated with the participants' experiences. Even 16 years after the event 

several of the participants cried in the sharing of their stories, others struggled 

expressing some aspect of their experience, and all associated significant meaning to 

their involvement in re-establishing federal operations after the bombing of the Murrah 

Federal Building. 
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Researchers cite anywhere from 65% to 93% of the emotional impact of an 

individual's message comes from his or her nonverbal cues. The nonverbal component of 

an individual's communication plays a critical role in understanding his or her behavior 

(Adler & Towne, 2003). The combination of the face-to-face interviews along with the 

participants' openness in sharing their stories resulted in not only full, rich descriptions, 

but also enabled the researcher to gain more in-depth knowledge and understanding 

surrounding their experiences. Based on the results of the qualitative research questions, 

the following conclusions were drawn in relationship to the three research questions. 

Research Question I 

Research question one asked: what were the experiences of the GSA employees 

involved in the re-establishment of federal operations after the bombing of the Alfred P. 

Murrah Federal Building? Analysis of the findings associated with research question one 

revealed two overarching concepts: the indelible imprint the experience left on 

participants and the paradoxical nature of their experiences. 

Indelible imprint of the experience. Despite the 16 years that have passed 

since participants were involved in the re-establishment of federal operations, many 

participants still had strong emotional connections to those past experiences and all 

could recall and share various aspects of their stories. Two conclusions were drawn from 

the idea that the experiences left an indelible imprint on the participants. 

1. Participants involved in the re-establishment of federal operations a~er the 

bombing of the Alfred P. Murrah Federal Building were exposed to the aftermath 

of a terrorist act. This exposure to a traumatic stressor event, whether direct or 

indirect, left an indelible imprint on the participants. Although no psychological 

assessments were conducted with participants regarding posttraumatic stress or 
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secondary traumatic symptomatology there was evidence of some long-term 

impact to participants given their abilities to vividly recall their emotions and 

images of their experiences. 

One participant that was directly exposed commented: " ... I never 
served in the military but I served at the Murrah Building and I 
feel like that was my time that was my chance to serve my country. 
It was very stressful and something that I wasn't prepared for and 
thrown in to it and you had to do it. I don't really know what it's 
like to be on the battlefield, but I do know what it's like to be in a 
very stressful situation. I was right there in the middle of the 
aftermath of a terrorist attack and the aftermath of all of that and 
all the things we saw, the things we smelled, walking through 
debris and blood and stuff. You could see dried blood on the 
ground [pause] I wasn't really prepared for all that. I dealt with it, 
but I wasn't really prepared for that type of experience." 

One participant's comment who was indirectly exposed: " ... and 
we were in there inspecting and we looked out the window and it 
was just like everything stopped because they had all these body 
bags laying on the ground and I just saw them and thought - those 
are bodies - and it was just so awful. And that's when it kind of hit 
me and that was about three or four days in to working there. You 
know it was just awful and I'll never forget the sight - I can 
remember my eyes just looking out the windows and then locking 
on that scene and thinking, oh those poor people, those poor 
people because you know it took a while to find bodies." 

2. Access to counseling services was not uniformly available to all participants. For 

participants who knew counseling services were available it was viewed as a 

resource even if they did not use the services, it seemed knowing they existed was 

sufficient. For participants who had no knowledge they existed, they viewed the 

organization negatively for not providing counseling services. 

A participant who knew of the availability of the counseling 
services reflected: ". . . I knew that they had counseling services 
available. . . . I think just knowing that all those options were 
available, even though I didn't use the services, was helpful." 

A participant who was unaware of counseling services summarized 
this: " ... Well I remember the whole thing about counselors and 



talking to [Coworker's Name Removed] about it once. That was an 
emotional time and I had dreams about it, for years afterwards, I 
would wake up thinking about stuff and no one ever really offered 
any counseling. They never said well let's take a look at which 
employees were there and which ones we may need to offer some 
help to. They didn't do that and I thought it should've been done. 
It didn't really screw me up to bad, but something you did think 
about, it was a significant event in." 

Paradoxical nature of the experience. In sharing their experiences 

participants revealed the idea that their experiences were of a paradoxical nature. For 

example when participants talked about the work they performed in the re

establishment of federal operations they shared that the work they were doing was the 

same type of work they were currently doing or had done in the past, yet the working 

conditions and the environment they were working in was totally drastically different. 

Thus the paradoxical nature of the work they performed was summed up as: same work . 

. . totally drastically different. 

In regards to their arduous working conditions, participants revealed long hours, 

never-ending work, constantly changing priorities, and pressure associated with the 

urgency of the work. Yet despite these working conditions, there was a state of 

excitement in the accomplishment of their work, somewhat similar to a "runner's high." 

Therefore the paradoxical nature of the arduous working conditions is summed up as: 

working on adrenaline. 

Another somewhat seemingly contradictory nature of their experiences was the 

numerous challenges they faced, prepare yourself; it's going to be disturbin~, was 

contrasted With the rewards they experienced, mission accomplished! Lastly, there were 

characteristics identified for being successful in this type of situation. These included · 

many individual traits such as hard worker, proven ability, emotionally stable, and 
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recognizes when it is time to emotionally recharge However, the trait participants 

identified as the most essential was one that allowed an individual to place group needs 

above individual needs, and was reflected in the team player attribute. Consequently the 

paradoxical nature of the individual traits needed to be successful in this type of 

situation is summed up as: it takes a team player to play on this team. In essence, theme 

1: it was the best of times; it was the most stressful of times, sums up the paradoxical 

experiences associated with this phenomenon. One participant revealed, "It was 

definitely one of the highlights of my career and it was one of the most stressful times of 

my career." Four conclusions were drawn from the idea that the experiences were of a 

paradoxical nature. 

3. The work experiences of the participants involved in the re-establishment of 

federal operations after the bombing of the Alfred P. Murrah Federal Building 

consisted of a non-normative work environment. Despite arduous working 

conditions and numerous hardships these participants were able to successfully 

perform their assigned duties. In addition they felt a great sense of pride in the 

ability to accomplish their missions and viewed this work assignment not only as 

one of the most stressful of their careers, but also one of the most rewarding. 

One participant's comments best reflect this conclusion: "A typical 
work day for us up there usually sta~ted around five in the 
morning and lasted until ten o'clock at night. We would get done, 
take shower and come back the next day. It was very long days and 
very stressful days. Other than the fact that you knew some of the 
folks who were working with yqu, it was completely different from 
normal." 

One participant shared: "It was definitely one ?f the highlights o! 
my career and it was one of ~he ~ost stressful times of my care~r. 
Another participant stated, ... 1t was one of the most rewardmg 
things that I've done working for GSA in the 30 years of my 
career." 
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4. Participants consistently identified political distractions as both challenging and 

least helpful to them in coping with their work assignments. Political distractions 

included dealing with political officials who had differing agendas, were 

egocentric or disingenuous. Another political distraction was the constant 

requests for status reports, information, and briefings. 

One participant's comment reflected what many others had also 
implied, "I think you can still hear the cheering when [Political 
Official's Name Removed] was gone, he was just embarrassing -
he was there for the face time and it was just so obvious that he 
had no interest in helping but he didn't want to be perceived as not 
being there." 

Another comment reflecting similar sentiments was: "If you'll just 
get [Political Official's Name Removed] out here I can do my job." 

A participant shared the following: "The most challenging aspect 
was the political side of the situation, especially dealing with the 
White House Communications. You would be trying to do your 
work, which was especially challenging considering the situation 
and then you were constantly bombarded with requests for 
information, report-outs, and briefings for the White House. Then 
on top of all that, the President was coming into town - it almost 
became unbearable at times." 

5. Participants found their experiences to be rewarding despite their non-normative 

arduous working conditions, exposure to a traumatic event, and related 

challenges. All participants responded positively when asked about the rewarding 

aspects of their experiences and most centered on accomplishing their mission 

and having the opportunity to serve others. 

One participant reflected: "I was finishing up things that needed to 
be done before leaving for the weekend, The smell was gone and as 
we drove by the site, I remember thinking it was just horrific, the 
building was destroyed and so many people were gone. I 
remember crying but over the weekend I was able to reflect and 
gain back my perspective and I came back on !v1~nday with a 
renewed spirit. I was able to stay focused on the m1ss1on and knew 
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that .I was there to serve and that gave me a sense of strength to 
contmue the work that I was doing. I knew the work I was doing 
was important and needed to be done." 

6. Participants identified being a team player and someone who could work well 

with others as instrumental in being effective in a non-normative work 

environment. Other characteristics included: hard worker, demonstrated ability, 

emotionally stable, and recognizes when it is time to emotionally recharge. 

One participant stated, "Get a good team together first. That's the 
first thing, get people that are dedicated to getting at job done." 

Other comments regarding the importance of needing team 
players included: "Works/plays well with others ... " "Places the 
team in high regards." "An individual can't be egocentric, because 
it requires focusing on the team's accomplishment." "The focus is 
serving others not being an individual hero." "It takes a team 
player to run the marathon." "Success is all about relationships." 

Research Questions II and III 

Research question two and three were aimed at identifying constructs associated 

with Hill's (1949, 1958) ABC-X Model of Family Stress and Boss's (1988, 2002) 

Contextual Model of Family Stress. These constructs included perceptions, stressors, 

resources, and coping strategies of the GSA employees and their families. Research 

question two asked: what were the perceptions of the GSA employees; the stressors they 

experienced; the resources they used to assist them in handling the stressors; and the 

coping strategies utilized to adjust to their experiences associated with their work 

assignment? Research question three asked: what was the impact to the employee's 

family, as perceived by the GSA employee, during this experience? Analysis of the 

findings associated with research question two and three revealed four concepts: 

(a) the buffering aspect of perceptions and resources, (b) effective coping strategies, 

(c) family adaptability, and (d) family crisis-proof attributes. 
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Buffering aspect of perceptions and resources. Hill's (1958) premise that 

the resources available to families and how they define the situation have the potential to 

buffer the demands arising from a stressor event and prevent the stressor event from 

turning into a crisis situation (Boss et al., 1993; Mccubbin & Patterson, 1983) were 

reflected in the analysis of the data from this research study. In addition, Boss's (1988, 

2002) Contextual Model of Family Stress which identified factor X as representing the 

family's outcome, which could either be crisis or stress, was also reflected in the analysis 

of the data from this research study. Specifically, participants and families in this study 

did not end up in a crisis state after encountering a stressor event but instead ended up 

at some degrees of stress. For the families the degree of stress experience probably 

ranged from low to medium stress. For the participants the degree of stress experienced 

probably ranged from medium to high levels of stress. Three conclusions were drawn 

from the concept of the buffering aspect of perceptions and resources. 

7. Participants and their families viewed the stressor event in positive terms. These 

positive perceptions favorably influenced their behaviors and attitudes in dealing 

with the stressor event and subsequent hardships. Participants regarded their 

work assignments constructively and viewed the stressor event, their work 

assignment, as manageable. Participants' indicated that their families' overall 

perceptions were supportive and included feelings of pride. 

A participant's comment reflective of the constructive perceptions: 
"Totally, totally - we thought initially [pause] it would be 
reconstitute the federal operations up as quickly as possible. Once 
I got there the damage was much greater than we ever could have 
dreamed .... So we basically made assignments of what activities 
had to be done, communications, Command Center management, 
operations, federal building recon~titution, replicati?~ of that 
space that was lost in a lease environment, determmmg what 



agencies were displayed, what their needs were what their 
housing requirements were." ' 

One participant shared her families' perceptions: "I think that they 
were extremely proud that I did that and that they were supportive 
by all means. My son was in junior high at the time, but my 
husband just handled stuff." 

8. Participants and their families identified, accessed, and utilized a broad range of 

resources to assist them in meeting the demands associated with the stressor 

event and accompanying hardships. Participants identified social support from 

family and coworkers, organizational resources, and regular communications 

with family as the primary resources utilized. Families identified regular 

communications with the participant and social support from family, church, and 

friends as the primary resources they utilized. 

Participants mentioned family played an important role in 
providing support to them via regular telephone communications. 
One participant's comment reflected what many others had also 
stated, "Calling home and talking to my husband and family was 
very helpful for me. So we would typically talk about just normal 
day-to-day things and I would talk to the kids and see how they 
were doing." 

Another participant shared: "Coworkers. Going out to dinner was 
exactly that emotional support that we provide each because we 
could get off the subject and talk about anything else but that. And 
that's what we did-we sat there and we had belly laughs." 

One participant's comment summed up "Ute resources that assisted 
the various families during this experience with the following, " ... 
having the support from our church, being together, having family 
time, and knowing I was safe helped them in handling the 
situation." 

9. Participants experienced significant levels of support, synergy, camaraderie, and 

esprit de corps that were provided by family, coworkers, friends , church, the · 



agency, other organizations and companies as well as the Oklahoma City 

community. 

One participant commented: " ... And the outpouring of support -
we were not alone - people really cared and wanted to do 
something to help. People were asking to do whatever they could 
even if they didn't have the skill or expertise that we needed. They 
were willing to do anything they could. There were "no bosses," 
everyone seemed to do whatever they could, I saw workers telling 
agency heads [executives] what to do. There was no hierarchy just 
people doing whatever needed to be done. No one stepped on toes, 
agency heads who held high positions were willing to do menial 
tasks, whatever it took to help someone." 

Another commented: "The greatest support was probably the 
people I worked with, not probably, it was the people I worked 
with, the men and women of Oklahoma City and how they reached 
out to us. There was nothing - if you were part of the recovery 
team and you had a badge to that effect - they would do 
everything for you. You couldn't wash your own clothes, you 
couldn't buy a meal, and they just took care of you." 

Effective coping strategies. Individual coping is defined as thoughts and 

behaviors individuals use to manage the various demands from both internal and 

external sources that they perceived to be threatening or drain available resources 

(Lazarus & Folkman, 1984). Definitions for family coping included behaviors which 

assisted families in dealing with the hardships impacting them while maintaining the 

functioning of the family (McCubbin & Olson, 1980) or cognitive, affective, and 

behavioral responses of individuals and families to man~ge a stressful event without 

causing any detrimental effect on any family member (Boss, 1988).In this research study 

participants and their families were able to su~cessfully manage the initial stressor event 

and subsequent hardships or stressors as well as employ a variety of coping strategies to 

effectively maintain a positive perspective and maintain regular communications during 



this work assignment. Three conclusions were drawn from the concept of effective 

coping strategies. 

10. Participants and their families were able to successfully mange the changes 

associated with the hardships that accompanied the initial stressor event. For 

participants the additional hardships were work-related, emotional, and self

imposed. Their families' additional stressors included concerns for the 

participant's safety, additional burden due to changes in the family's routines, 

and anxiety caused by external sources. 

One participant commented: "You would always have something 
to do or somewhere to go but in the process of getting there people 
would grab you and say, "Hey I need you," and it was very hard to 
manage your own time. It was crisis management, so everything to 
everyone was a crisis and everyone's priority was an emergency." 

Another commented, "Stressors well you know, I've been thinking 
about that - it was emotional seeing that devastation, I mean it just 
took your breath away and then knowing people that were killed 
there." 

Another stated, " ... just the vast damage and the overall smell of 
death was more than you could even comprehend." 

In regards to their families' concern for their safety, one 
participant shared, " ... Once I assured them that I was fine, that I 
was staying focused on the work that I had to do, that I was 
staying in a hotel that was far away from the Murrah Building, and 
that I wasn't dealing with search and rescue efforts they felt better 
about me." 

11. Participants and their families utilized a variety of strategies that assisted them in 

coping with the stressor event and acq)mpanying hardships. Participants 

employed various coping strategies to maintain their perspective about their 

work assignment in a manner that best suited their own personality. Coping 

strategies were grouped in the following categories: engaging social networks 



(family and coworkers), employing personal attributes (managing emotions, 

focusing on the work, and using humor appropriately), and benefiting from 

organizational support (supportive supervisors, needed financial and human 

resources, and organizational esprit de corps). Families' primary strategy for 

coping with this experience was maintaining regular communications with the 

participant. Comments from participants included: 

"The chief people that helped me were [Coworker's Name 
Removed] and [Supervisor Name Removed], but my wife was my 
backbone, but who help me with getting the work done and made 
me look good were these other people." 

"Well [pause] I tend not to try to think about things like that or 
over think them. I'm probably more of a put it in the back, move 
on, and do the work. That was just the way I was raised so I don't 
know [pause] that seems to work best for me." 

"For me what was most helpful in coping with this assignment was 
staying focused on the work that I was doing and not watching the 
TV or listening to the news. It was also very helpful to recognize 
that I was there to serve, that I wanted to serve, and that I had 
specific work that needed to be done in order to help the other 
agencies. I can't emphasize it enough that by staying focused on 
the mission I was able to do what needed to be done, do it very 
quickly, do it correctly, maintain the integrity of our work, and 
recognize that we were helping others." 

Regarding family, one participant responded: "Probably most 
helpful for them [my family] was maintaining the phone calls and 
talking about how things were going. Making sure after they knew 
I was all right, calling regularly, and talkip.g about how things were 
going at home." 

12. Participants found 1V news reports to be a negative source of infori:nation for 

their families and themselves. Some participants had to regularly reassure their 

families of their safety because of the dramatization associated with the TV news 

reports. For other participants, not watching 1V news reports was a coping 
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strategy that assisted them in managing their emotions given the devastation 

associated with the event. Participants' comments included: 

"It's very powerful watching it on TV, even Katrina they worried. 
We have so much TV these days and the reporters pick one camera 
shot and show it over and over again, people start to assume that 
the whole thing is like that. So it's important to talk to your family 
and let them know there's other things going on and the media is 
trying to sensationalize something, but I haven't seen anything like 
that." 

"I remember that I told myself, do not turn on the TV, just don't 
because it was overwhelming when I got there, especially at the 
Command Center when they started telling us about the impact 
and what had happened, the causalities, and the unconfirmed 
causalities. Then I remember thinking I need to stay focused on 
what I need to do." 

"For me what was most helpful in coping with this assignment was 
staying focused on the work that I was doing and not watching the 
TV or listening to the news." 

Family adaptability. Numerous family science researchers have identified the 

importance of a family's ability to modify, change, or alter a family's structure and 

internal patterns of interactions as another attribute that can aid a family in managing a 

stressor event (Hill, 1949, 1958; Lavee, in press; McCubbin & Olson, 1980; McCubbin & 

Patterson, 1983). Data analysis from this research study revealed participants' families 

were able to modify their roles, responsibilities, and internal family organization as 

needed during this stressor event. One conclusion was d_rawn from the concept of family 

adaptability. 

13. Participants' families we~e able to moqify, change, and alter their family's 

structure and patterns of interactions as needed in order to maintain the 

functioning of the family. Role change ranged from none occurring or none being 

recalled to changing roles and responsibilities. 
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A comment that summarized no role change occurring was: "No, 
there wasn't any change in any family roles. There wasn't much 
yard work to be done and I pay the bills and stuff. She had her own 
account so she could pay any bills that needed to be paid. They 
carried on at home, so it either got done or it didn't. My son had 
school and my wife was self-employed at sales at the time so she 
continued working at that time." 

A participant's response that indicating change to roles and 
responsibilities: "Obviously my husband became the primary 
caregiver of the family. He has always been a very in-touch dad. 
We've always had a 50-50 partnership so he might have had to do 
a little bit more of mommy type stuff that normally fell on me like 
listening to the kids talk about school but as far as all the chores, 
we were always splitting that up. It was more or less not having 
somebody to partner with and do to it." 

Family crisis-proof attributes. An on-going challenge of family research is 

determining what attributes assist families in being able to manage a stressor event and 

prevent them from going into a crisis state. Hill (1949, 1958) viewed the ability of a 

family to withstand a stressor event as being "crisis proof." Hill identified the following 

attributes associated with family organization as assisting the family in being crisis 

proof. These included: satisfaction within the family achieved via successfully meeting 

the emotional and physical needs of it members, agreement in its role structure, agreed 

upon family goals, and personal ambitions which are secondary to the family's goals. In 

other words families adequately organized tend to be crisis-proof, those inadequately 

organized, i.e., poor interpersonal relationships, unreali~ed aspirations, economic 

pressures, conflicting family roles, etc., are more crisis-prone (Hill, 1949, 1958). In this 

research study, several factors tended to assist these participants and their_ families as ·a 

being crisis-proof. One conclusion was drawn from the concept of family crisis-proof 

attributes. 



14. Participants and their families encountered a traumatic stressor event which they 

were able to effectively manage and prevent a family crisis by employing the 

following: (a) maintaining constructive and supportive perceptions; (b) managing 

hardships accompanying the initial stressor event; (c) identifying, accessing, and 

using a broad range of resources; (d) utilizing a variety of strategies that assisted 

them in coping with the stressor event and accompanying hardships; and 

( e) modifying, changing, and altering family structure and patterns of 

interactions as needed in order to maintain the functioning of the family. 

The primary findings of this research are summarized in the following figures. 

Figure 4 summarizes the findings of research question one regarding the 

experiences of the GSA employees involved in the re-establishment of federal operations 

after the bombing of the Alfred P. Murrah Federal Building. Figures summarizes the 

findings of research question two: the perceptions of GSA employees, the stressors they 

experienced, the resources they used to assist them in handling the stressors, and the 

coping strategies utilized to adjust to their work assignment. Figure 6 summarizes the 

findings of research question three: the impact to the employee's family as perceived by 

the employee, specifically the perceptions of employee's family, the stressors the they 

experienced, the resources they used to assist them in handling the stressors, and the 

coping strategies utilized to adjust to their family member's work assignment. 
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It Was the Best of Times; It Was the Most Stressful of Times 
Non-normative Work Experience 

Same Work . .. Totally Drastically Different 
Work Experience, Current or Past Experience 

Working on Adrenaline 
Arduous Working Conditions 

• Long, Demanding Days 
• Small Work Groups 

• Work Sites: Hotels, Federal Bldgs. & Murrah Bldg. 
• Work Environment 

Hotels: Hectic, Small, Sharing Supplies 
Buildings: Debris, Contractors, & Volunteers 

/ 
Prepare Yourself; 

It's Going To Be 
Disturbing 
Challenges 

• Managing Work 
Responsibilities 

• Victims & Survivors 
• Political Distractions 

• Security Issues 

• Daily Challenges 
Urgency & Volume of Work 

Changing Priorities 
• Lodgings 

Nearby Hotels 
• Meals 

Irregular 
• Deployment 
4 to 50+ Days 

The Smell 
of Death 

Direct & Indirect 
Exposure to the 

\ 
Mission 

Accomplished! 
Rewards 

• Mission Accomplished 
• Synergy & Camaraderie 

• Serving Others 
• Stories of Survivors 

Murrah Building 

'--_ _______ .____---::..--:::.. _______ _/ 
-y 

It Takes a Team Player to Play on This Team 
Lessons Learned 

Team Member Characteristics Organizational Contributions 
• Team Player • Hard Worker • Supportive Supervisors 
• Demonstrated Ability • Local Employees-Supported & Involved 
• Emotionally Stable • Appropriate Number of Responders 
• Recognizes Need to Emotional Recharge 

Figure 4. Summary of Findings for Research Question I 
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Later: Re-evaluation of work assignment & 
responsibilities base on new informatio 
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Coping Strategies 
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Figure 5. Summary of Findings for Research Question II 
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Federal Building 
Bombing 

C 
Perceptions 

A 
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Supportive Perceptions 

Overall perceptions were supportive 
& included feelings of pride as well 

as concerns for the employee. 

Stressor Event Stressors Experienced 

• Worry Due to Uncertainty 
• Changes in Family 

Routines 
• Anxiety from External 

Sources 
• None Recalled 

Coping Strategies 

Maintaining Communications 

• Calling Home 
• Embracing Family Support 

& Past Experiences 
• Handling Specific Family 

Situations 

Resources 
B 

Figure 6. Summary of Findings for Research Question III 
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Implications for Study Findings 

Results of the study have led to implications for use of the findings. Implications 

are offered to family sciences professionals, counselors, researchers, and employers for 

their consideration when working with white-collar employees and their families 

involved in a similar future traumatic stressor event. 

1. Based on the conclusions drawn from this study exposure to the aftermath of a 

terrorist act, whether direct or indirect, can be a traumatic experience for white

collar employees. Access to counseling services was not uniformly available to all 

participants at the various worksite locations. And for locations where it was 

available not all employees were aware of their existence. Participants who knew 

and had access to counseling services benefited by either directly using the 

services or by simply being aware they could use them when they needed to. 

Participants, who did not know counseling services existed, viewed the 

organization negatively for not providing them. In addition, many felt they would 

have benefited emotional from the services. Trauma research has demonstrated 

that counseling is an invaluable resources to individuals exposed to a traumatic 

event (APA, 2008; Figley, 2002; NIMH, 2007). Employers need to ensure that 

counseling services are provided at the on-set of an event, during the event, and 

after an event when employees return back to their normal work environment. In 

addition, employers need to notify counselors of all locations where _employees_ 

are working. Counselors need to visit all work locations and make personal 

contact with employees to inform them of the services available. This 

communication effort should be on-going since employees depart and arrive at 

different timeframes and locations during the operations to re-establish services. 
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Once employees return back to their normal work environment they should be 

contacted again to provide them with information on the availability of continued 

counseling services. 

2. Regular communications between the employee and their families was an 

important resource for both parties and a consistent theme in the study findings. 

The implication of this finding is important for the employer, supervisor, and 

employee. Employers should ensure employees have access to a variety of 

communication tools (cell phones, computers, emails, Skype, etc.) in a private 

location and establish practices that allow for employees to contact family 

members during work hours. Many employees mentioned working long hours 

and exhaustion upon returning to their hotels. Offering employees the 

opportunity to contact family member any time during the day would help 

employees to contact their family members prior to their "bedtimes" and prior to 

the employee being too fatigued to discuss family issues or address any concerns 

family members may have. Supervisors need to proactively encourage employees 

to take breaks throughout the day to contact family members and explain the 

importance of keeping in touch with family and letting them know they are 

"okay." Employees need to be educated that the media is a powerful source of 

information; however, it may not always be an accurate source and it becomes 

critical for the employee .to balance the 'IV dramatization with the realty of their 

own situation. As many participants iii.dicated it was helpful for their families to 

be reassured of the employee's safety and it was mutually supportive for all 

parties. Participants also stated regular communications helped to maintain a 
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sense of normalcy for both the employee and their family, stay current on family 

activities, and assist the home-bound spouse with parenting issues. 

3. Preparedness activities have become integrated into most organizations since the 

1995 Murrah Building bombing in Oklahoma City. Based on the findings from 

this study, activities aimed at preparing white-collar employees for deployment to 

a traumatic stressor event should consider including information about the "day 

in the life of a white-collar responder;" pairing potential responders with past 

responders; establishing a two-week on, one-week off deployment assignments; 

and include a "family as part of the response team" educational component in the 

training. 

Given the arduous working conditions that participants regularly 

referenced regarding their experiences, it is important for white-collar employees 

to have some sense of what to expect when they are deployed. Therefore, 

employers developing programs for preparing future responders should consider 

including employees who have been involved in a similar event to share their 

stories with these future responders. This would provide future responders with a 

glimpse into the "day in the life of a white-collar responder," and afford them an 

opportunity to ask questions of actual responders. In addition, past responders 

could be paired with future responders enabling a continued dialog for questions 

and concerns that may arise at a future date. 

Another item identified in the interviews was the importance of knowing 

when it was time to take a break from the on-going re-establishment of 

operations effort. These comments represented various concerns related to being 

able to continue coping with the emotionally aspects of the situation, reduced 
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work effectiveness due to on-going stress and fatigue, or the need to return home 

due to family responsibilities. Therefore establishing a two-week on, one-week off 

deployment assignment timeframe would help to reduce these issues. 

Family sciences professionals along with counselors could develop an 

educational component focusing on the family as part of the response team for 

the training. Topics could include items these participants identified in their 

interviews such as: the importance of maintaining regular communications with 

family members, keeping family informed of their safety and work status, 

balancing TV news reports with reality, knowing what hardships could result 

from the employee's deployment, accessing and utilizing social networks as 

resources, coping strategies that might be helpful given the situation, and finding 

professional help when needed. Discussing various family issues prior to 

employee's deployment could help the employee and their family begin to 

identify potential changes might need to occur to maintain the functioning of the 

family during the deployment timeframe. 

4. Another key finding determined from participants' interviews was the role 

coworkers played. Participants revealed that coworkers were a resource for 

helping them in coping with their work experience often serving as a surrogate 

family. Coworkers provided participants with someone to: discuss work-related 

concerns share breaks and meals, laugh at funny work issues that occurred, ' . 

helped to maintain a positive perspective regarding the tragedy surrounding 

them, and provided companionship when needed. 

The significance of the relationship that exists among coworkers during a 

stressor event emphasizes the importance of the selection of individuals who are 
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involved. Employers and supervisors need to carefully select employees involved 

in the re-establishment of operations after a stressor event. A key attribute 

identified by participants when asked was being a team player; someone who 

could work well with others. Other characteristics identified by participants 

included: (a) hard worker - willing to do what it takes to get the job done, can 

handle a fast pace, and the never-ending workload; (b) demonstrated ability -

has previously proven their skills on another work project; (c) emotionally stable 

- stays emotionally calm, focuses on the work, and does not become emotionally 

entangled in what is happening around them; and (d) recognizes when it's time 

for a break from the work, both during the day as well as a brief time off to go 

home. Employers and supervisors who select individuals with these 

characteristics will provide their employees with coworkers who will help them be 

successful in handling a non-normative work environment associated with a 

traumatic stressor event. 

5. A reoccurring theme identified by numerous participants was political 

distractions. Political distractions included dealing with political officials who 

had differing agendas, were egocentric and/ or disingenuous. Other items 

identified as political distraction included the constant requests for status 

reports, information, and briefings from various entities. Employers need to 

recognize the dual needs-of political officials' perceived leadership _ 

responsibilities and employees' focus on accomplishing their mission during a 

traumatic stressor event may not always harmoniously coexist. Therefore 

managers need to proactively identify strategies which permit political officials to 

exercise their official duties and obtain needed information while allowing 
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employees to perform their work responsibilities uninterrupted. This might 

include individuals identified specifically to handle requests for information, 

briefings, and reports. Another strategy might include identifying mangers that 

assume the responsibility of shadowing political officials during their visits to the 

various worksites and are responsible for mediating and minimizing disruptive 

interactions that occur among employees and political officials. 

6. A key finding from this research and supported by the literature is the role 

perceptions play in influencing individuals' and families' behaviors and attitudes 

in dealing with a stressor event and subsequent hardships. In this study 

participants and their families viewed the stressor event in positive terms. 

Participants regarded their work assignments constructively and viewed the 

stressor event, their work assignment, as manageable. Participants' indicated that 

their families' overall perceptions were supportive and included feelings of pride. 

Managers and supervisors can perhaps influence employees' perceptions of the 

situation by explaining that they were selected for the assignment because they 

possess the technical competencies and emotional strengths needed to handle the 

stressor event. Expressing their confident in the employee's ability to handle the 

situation as well as identifying how they will support the employee and providing 

needed resources can potentially begin a series of positive perceptions regarding 

the stressor event which the employee internalizes, builds on, and influences 

their family's perceptions. 

7. The 21st century has brought about numerous changes to society, both for 

individuals and their families. One of these changes is the frequency in which 

families are being exposed to non-normative stressor events such as disasters, 
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violence, and terrorism. When news breaks regarding any one of these events, 

family members around the world being the agonizing process of speculating 

whether or not one or more of their family members were involved in the tragedy. 

Again the theme of maintaining family communications would apply in those 

types of situations. A key message family sciences professionals, counselors, 

researchers, and employers need to emphasize with their employees is the 

importance of establishing family protocols for contacting family members when 

events occur that potentially lead their families to believe they might some how 

be involved. Family protocols should also be established for maintaining on

going communications depending on the nature and severity of the event. 

Strengths of the Study 

The strengths of this study are associated with the qualitative method and 

phenomenological research strategy utilized to obtain in-depth, descriptive textual data 

regarding the experiences of GSA employees who were involved in the re-establishment 

of federal operations after the bombing in Oklahoma City. This study attempted to 

bridge the gap in the literature that exists in regards to how white-collar workers 

exposed to a traumatic stressor event via their involvement in re-establish work 

operations after a terrorist attack respond to their experiences. The resulting information 

provided insight into the work assignments of these GSA employees by capturing their 

experiences, and identifying their challenges and rewards. In addition, by "LI:tilizing the 

family stress theory the researcher identified their perceptions, stressors, resources, and 

coping strategies utilized, as well as identified the impact to their families, as perceived 

by these employees. 
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The results from individuals reflectively identifying their perceptions and the 

resources utilized to cope to a traumatic stressor event could potentially equip future 

employees with the resources needed to manage a traumatic stressor event and minimize 

the psychological impact of the situation. An additional strength was the researcher's 

ability to integrate the review of the literature with the themes and sub-themes from the 

interview data. 

Limitations of the Study 

The limitations of this study are related to the parameters associated with this 

research. A phenomenological research design was utilized for this study in an attempt to 

understand the experiences of individuals concerning a specific phenomenon and the 

meanings they gave to their actions as well as to the actions of others (Ambert, Adler, 

Adler, & Detzner,1995; Denzin & Lincoln, 2008a & b). The findings represent the specific 

nature of the phenomenon being study and represent the perceptions of the participants 

in this study only. Limitations include the following: 

1. The unique nature of the phenomenon being researched limited the study by 

focusing on employees and work that was specific to the federal government 

which limits the generalizability to other populations. 

2. The nature of the research questions limited participation to individuals who had 

been employed with GSA on April 19, 1995, were current or former GSA 

employees, and were self-defined as a family member. 

3. Participants were recruited using a purposive non-random samplin·g and 

included only current or former GSA employees who had been involved in the re

establishment of federal operations after the bombing of the Alfred P. Murrah 

Federal Building. 
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4- More participants in the study were males as compared to the general population. 

5- The cultural backgrounds were predominately White and not representative of 

the general population. 

6. All participants had some college, with 55% having a Bachelors degree which is 

greater than the general population of 19% (Matthews, 2010). 

Therefore, results should not be generalized to the entire white-collar employee 

population. 

Recommendations for Future Research 

Future studies should consider research designs that broaden the sample base to 

include more diversity in terms of gender, race, and educational level. Additional studies 

should attempt to achieve a distribution of males and females, ethnicity, and educational 

levels that are more representative of the general population to determine if those factors 

produce similar or different results. Other potential areas for future research include 

reoccurring comments which were identified by participants that were not specific to the 

three research questions under study. These include the differences between Oklahoma 

City and Hurricane Katrina, the inclusion of survivors as team members in 

re-establishing of federal operations, and personal attributes such as resilience, 

hardiness, and self-efficacy of individuals involved in the re-establishment of federal 

operations. 

One area for future research is to investigate what variables contributed to 

creating the ~ifferences between deployment to re-establish federal operations in 

Oklahoma City after the bombing of the Murrah Building and deployment to New 

Orleans after Hurricane Katrina to re-establish federal operations. All participants who 

commented on the difference between the two identified the earlier event, bombing of 
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the Murrah Building, as being a better situation than the later event, Hurricane Katrina. 

Typically, events occurring later tend to benefit from lessons learned from earlier 

experiences. Based on comments from participants this was not the case. Greater pride 

and sense of accomplishment were reflected in participants comments associated with 

Oklahoma City as opposed to Hurricane Katrina. Potential research variables could be 

those items that participants identified as differences between the two. Some of these 

included the lack of unity and sense of community which started at the very basic level 

with team members, divisions within the GSA, to interagency interactions, and 

expanding out into the New Orleans community. Another variable could be the 

difference between a human-made disaster, Oklahoma City, versus a natural disaster, 

Hurricane Katrina. 

Another area for future research is the benefits of including employee survivors 

as team members in the re-establishment of federal operations after a traumatic stressor 

event. The research would be two-fold, determining what if any benefits were derived 

from the employees themselves and what benefits were derived by coworkers and the 

organization. Again this idea resulted from participants' comments that it was helpful 

having employees who survived the bombing on the team because they were familiar 

with the building as well as the tenant agencies. After Hurricane Katrina local GSA 

employees who survived the hurricane were either not allowed to participant as team 

members in the recovery efforts or given very limited roles. In later meetings ~th those 

employee survivors, feelings of resentment and ·anger over not being allowed to be 

involved in assisting with the recovery efforts were expressed. A related research 

question is whether helping is therapeutic for individuals and if by not allowing them to 

help or refusing their offers of assistance caused them additional emotional harm. From 
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an organizational perspective it would be helpful to learn if involving employee survivors 

is psychologically therapeutic in restoring their sense of normalcy and if the best 

approach when working with employee survivors is involving them as oppose to denying 

them the opportunity. 

The current study utilized the family stress theory to identify individuals' 

perceptions, stressors, resources, and coping strategies associated with a traumatic 

stressor event and what role those factors played in an individual's ability to handle a 

stressor event. Future research could investigate personal attributes such as resilience, 

hardiness, and self-efficacy of individuals involved in a traumatic stressor event and 

whether those attributes play a greater role in an individual's ability to handle a stressor 

event. 

Summary 

This chapter provided a brief summary of the research study, discussed the 

findings in relationship to the literature, and conclusions were delineated. Implications 

were identified for individuals, families, professionals, and organizations. Strengths and 

limitations of the study were discussed. Lastly, recommendations for future research in 

the area of traumatic stressor events and other variables were identified that may play a 

role in individuals' abilities to handle traumatic stressor events. 
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• • 
GSA Greater Southwest Region 

April 30, 2010 

MEMORANDUM FOR BETHANY TOPPERT, AS., B.S. , M.P.A. 

FROM: 

SUBJECT: 

Doctoral Candidate-TWU 
2160 S. Winding Creek Drive 
Grapevine, TX 76051 

I 
JAMES FERRACCI Qu,,/~ 
ACTING REGION~MMISSIONE~, 
PUBLIC BUILDINGS SERVICE (?P) I 

Approval to Conduct Research 

This memorandum acknowledges receipt of your research proposal to interview GSA 
employees involved in the re-establishment of federal operations after the bombing of 
the Alfred P. Murrah Federal Building. It also provides approval to conduct the 
interviews in a conference room in the Fritz G. Lanham Federal Building. 

We will be interested in the resulting information gathered from these employees and 
their experiences. This will be a step towards documenting their stories, which has not 
been done previously, identifying lessons learned from their experiences, and 
incorporating this data into our corporate knowledge which we could use for a future 
similar situation. 
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Hi 

My n~me is ~ethany Toppert and I'm looking for individuals to share stories of their experiences 
associated with the bombing in Oklahoma City. 

If you ar~ willing_ to sh~re your story, you are invited to participate in a research study conducted 
?Y a Fam_tly Studies maJor doctoral student at Texas Woman's University. The title of the study 
ts, ExP_erzences of GSA Employees Involved in the Re-establishment of Federal Operations after the 
Bombzng of the Alfred P. Murrah Federal Building: A Qualitative Work- Family Study. 

What is the purpose of the current study? 
The purpose of this research study is to explore the experiences of GSA employees involved in 
the re-establishment of federal operations after the bombing of the Alfred P. Murrah Federal 
Building in Oklahoma City. 

How do you qualify to participate? 
The study is looking for participants who were employed with GSA on April 19, 1995, were 
involved in some aspect of the re-establishment of federal operations after the bombing of the 
Alfred P. Murrah Federal Building, and was a member of a family at the time. 

What is involved if you decide to participate? 
Partic ipants will include those who voluntarily agree to a face-to-face interview, which will also 
incl ude a brief demographic survey. All interviews will be audio recorded and last approximately 
1 hour and 30 minutes. At a later date, participants will be provided summary information of their 
interview to review for accuracy and provide additional information, if any. It is anticipated this 
fol low-up process will take approximately 30-minutes. Your total time commitment is 2 hours . 
All information will be kept completely confidential and your participation is completely 
voluntary. 

Want more information or would you like to participate? 
If you would like more information, have questions, or would like to participate in the research 
study, you may contact me at 817-907-6515 or at bethany.toppert@gsa.gov. You may also 
contact my research advisor, Joyce Armstrong, PhD at 940-898-~690 or at 

jarmstrong@mail.twu.edu. 

Thank you for your consideration, 
Bethany Toppert 

Please Note: There is a potential risk of loss of confidentiality in all email, ~ownl~ading, an~ 
internet transactions. Identifying information will be kept separ~te from the z~t~rvze~ ma~erzal 

a d th d h · lfyou have questions about your rzghts as a partzczpant zn thzs n e emograp zc survey. 1, , . . 

h h th · t d 
1
·s bez·ng conducted you mau contact the Texas Woman s Unzverszty researc or t e way zs s u y , ✓ . • 

O)+r. ifR h dS dPrograms at 940-898-3378 or vza e-mazl at IRB@twu.edu. 
'JJ zce o esearc an iponsore 
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TEXAS WOMAN'S UNIVERSITY 
CONSENT TO PARTICIPATE IN RESEARCH 

Title: E~periences ot GSA Employees Involved in the Re-establishment of Federal Operations after 
the Bombing of the Alfred P. Murrah Federal Building: Work - Family, A Qualitative Study 

Investigator: Bethany Toppert, MPA .. .... ... ...... ..... .. ........ . bethany.toppert@gsa.gov 817/907-6515 
Advisor: Joyce Armstrong, PhD .... ..... ........ .............. ...... ... jannstrong@twu.edu 940/898-2690 

Explanation and Purpose of the Research 

You are being asked to participate in a research study for Ms. Toppert's dissertation at Texas 
Woman's University. The purpose of this research is to explore the experiences of the United 
States General Services Administration (GSA) employees involved in the re-establishment of 
federal operations after the bombing of the Alfred P. Murrah Federal Building in Oklahoma City. 

You have been asked to participate in this study because you were employed with GSA on April 
19, 1995; involved in some aspect of the re-establishment of federal operations after the bombing 
of the Alfred P. Murrah Federal Building in Oklahoma City; and defined yourself as a family 
member at the time. 

Description of Procedures 

As a participant in this study you will be asked to spend 1 hour and 30 minutes of your time in a 
face-to-face interview, which will also include a brief demographic survey. The researcher will ask 
you questions about your experiences in the re-establishment of federal operations after the 
bombing of the Alfred P. Murrah Federal Building in Oklahoma City. These interviews will take 
place in a conference room on the 4th floor of the Fritz G. Lanham Federal Building located at 819 
Taylor Street, Fort Worth, Texas. However, if you prefer another private location for the interview, 
one will be mutually agreed upon by you and the researcher as well as when the interview will 
occur. Every effort will be taken to ensure your privacy and comfort. The interview will be audio 
recorded and then transcribed so that the researcher can be accurate when studying what you 
have said. 

At a later date you will receive, via mail, a transcribed copy of your interview for you to review, 
confirm its accuracy, and provide additional information, if any. You will be provided a stamped 
envelope to return the document to me. This part of the study should take approximately 30 
minutes. Your total time commitment is 2 hours which includes the face-to-face interview and 
document review. All infonnation will be kept completely confidential and only I and my research 
advisor will know your name, have access to the recordings, or any other identifiable data. Your 
participation is completely voluntary, and you may withdraw from the study at any time without 
penalty. 

In order to be a participant in this study, you must have been employ~d with GSA on Ap~I 19, 
1995, involved in some aspect of the re-establishme~t of federal operations after the ~mbrng of 
the Alfred P. Murrah Federal Building in Oklahoma City, and defined yourself as a famrly member 
at the t ime. In addition, you can be a current or former GSA employee, male or female, any 
ethnicity, and 33 years old or older. · 

xa:~\ ,iu:stl~~~rslty 
lniititutlonal Review Bo rd 

Date: .f:!_:1_:!, 
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Potential Risks 

You will be as~ed questions about your experiences in the re-establishment of federal operations 
after the ~mbm~ of _the Alf~ P. M~rrah Federal Building in Oklahoma City. A possible risk you 
may experience m this study Is emotional discomfort with the questions you are asked. If you feel 
uncor!'fortable or ~me upset you may take breaks as needed. You may also stop answering 
questions at _any time or you may end the interview. If you feel you need to talk to a professional 
about _your ~1scomfort, th~ ~s~arc_her has a list of counseling resources for you. In addition, you 
may discontinue your partIcIpat1on in the research at any time, without penalty. 

Another possible risk for you in this study is the loss of confidentiality. Confidentiality will be 
protected !o th~ extent t~at is allowed by law. Information identifying you will be kept separate 
from your interview matenal and your demographic survey. There is also a potential risk of loss of 
confidentiality in all email, downloading, and internet transactions between you and the researcher. 
The researcher will use appropriate information technology security procedures when sending and 
receiving electronic communications. 

The interview will be held in the 4th floor conference room in the Fritz G. Lanham Federal Building 
at 819 Taylor Street, Fort Worth, or at a private location that you and the researcher have mutually 
agreed upon. You will be assigned an alpha-numeric identification code which will be used on all 
documents and audio recordings. No one but the researcher and her research advisor will know 
your real name. 

The audio recordings, the written interview transcripts, demographic surveys, the researcher's 
journal/field notes, and the external computer storage drive containing the transcribed text files will 
be stored in a locked file cabinet in the researcher's home office. Only the researcher and her 
research advisor will have access to your identifiable data. Two peer reviewers will read the 
written interview transcripts, but they will not have access to your name or any identifiable data. 
The audio recordings and the written interview transcripts will be destroyed within 2 years after the 
study is finished . The hard copies of the demographic surveys, written interviews transcripts, and 
the researcher's journal and field notes will be shredded two years after the completion of the 
study. The results of the study will be reported in the researcher's dissertation as well as scientific 
magazines or journals but your name or any other identifying information will not be included. 

The consent form will be the only document that will contain your name and your assigned alpha
numeric identification code. This form will be tumed in to the Texas Woman's University 
Institutional Review Board at the completion of the study. 

The researchers will try to prevent any problem that could happen because of this research. You 
should let the researchers know at once if there is a problem and they will help you. However, 
Texas Woman's University does not provide medical services or financial assistance for injuries 
that might happen because you are taking part in this research. 

One other possible risk for you is the loss of your time. To minimize Y?ur loss of _time, . the 
researcher will be prepared for your interview; arrive in ad~ance of t~e start time of you~ 1~ter:v1e~; 
and conduct your interview in a timely manner. Your total time co~mitment for Y?Ur p~rtictpatton rn 
the study is approximately 2 hours. This include~ 1 ho_ur a~ 30 minute~ for the mteMew ~nd a_ 30 
minutes follow-up session in which you will re~1ve, vi~. mail,. a tran~n~ copy of your mtervi~ 
for you to review, confirm its accuracy, and provide add1~1onal mformat,on, rf any. 

Texa:~~maisui~~:ersi ty 
lnr.tltutlonal Review Board 

Date. ~ 0 
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Another possible risk you may experience is tiredness or fatigue. You are encouraged to take as 
many breaks as needed to minimize these symptoms. You will be provided with a bottle of water 
to drink at any time during the interview, which may also help to minimize these symptoms. You 
can also end the interview at any time if these symptoms persist. 

In addition, if you feel you were coercecl to participate, you are reminded that you have the right to 
decline to participate in the study or if you volunteered to participant in the study and no longer 
wish to participate, you can discontinue your participation at any time without penalty. 

A final risk you may encounter is unanticipated financial costs for your participation in the study. 
You will be responsible for any costs (i.e., parking costs, professional counseling services, etc.) 
that you may incur as a result of your participation in this study. 

Participation and Benefits 

Your involvement in this study is completely voluntary and you may withdraw from the study at any 
time without penalty. A potential benefit to you for taking part in this study is that you will have the 
opportunity to share your experiences regarding your involvement in the re-establishment of 
federal operations after the worst domestic terrorist attack on U.S. soil. Following the completion of 
the study you will receive a GSA 15th Anniversary Coin of the Oklahoma City Bombing for your 
participation. If you would like to know the results of this study we will mail them to you.* 

Questions Regarding the Study 

You will be given a copy of this signed and dated consent form to keep. If you have any questions 
about the research study you should ask the researchers; their phone numbers are at the top of this 
form. If you have questions about your rights as a participant in this research or the way this study 
has been conducted, you may contact the Texas Woman's University Office of Research and 
Sponsored Programs at 940-898-3378 or via e-mail at IRB@twu.edu. 

Signature of Participant Date 

*If you would like to know the results of this study tell us where you want them to be sent: 
Mailing Address: 

Appru11 l1 by the 
Texas Wornan's University 
lns!ilutlonol Review Board 
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Counseling Resources 

In addition to your own health care provider, the follow resources are available: 

Current GSA Employees 
Cou_nseling services are provided through the Federal Occupational Health, Employee 
Assistance Program (EAP), 24 hours a day, and 365 days a year. 

1-800-222-0364 
1-888-262-7848 (TTY) 
www.foh4you.com 

Former & Current GSA Employees 
Mental Health Mental Retardation of Tarrant County 
817 -569-4300 
3840 Hulen Street, North Tower 
Fort Worth, Texas 76107 
http://www. m h m rte. org/ 

I-CARE Call Center provides mental health emergency support 24-hours a day, 365 
days a year. Staff provides support, information, referrals, and/or crisis intervention 
referrals , if needed. 

Phone: 817-335-3022 
Toll Free: 800-866-2465 
TTY-TDD: 817-569-4488 

Local Programs offering Mental Health Services (MHMR of Tarrant County) 
Arlington Clinic-Service Coordination Main St. Clinic-Service Coordination 

501 W. Sanford 1400 S. Main 

Arlington , TX 76011 Fort Worth, TX 76104 

Phone: 817-569-4900 Phone: 817-569-4700 

Fax: 817-569-4949 Fax: 817-569-4745 

Circle Drive MH Clinic-Service Coordination Mid-Cities Clinic-Service Coordination 

1200 Circle Dr., STE 400 B 4239 Road to the Mall 

Fort Worth , TX 76119 North Richland Hills, TX 76180 

Phone: 817-569-4750 Phone: 817-569-5800 

Fax: 817-569-4796 Fax: 817 -569-5899 

Day Haven Northwest Clinic-Service Coordination 

1350 E. Lancaster 2400 N.W. 24th St. 

Fort Worth , TX 76102 Fort Worth , TX 76106 

Phone: 817-569-5400 Phone: 817-569-5000 

Fax: 817-569-5448 Fax: 817 -569-5048 

Jennings Place Paradise (Drop-In) Center 

815 Jennings 505 S. Jennings Ave. 

Fort Worth , TX 76104 
Fort Worth , TX 76104 

Phone: 817-569-5500 
Phone: 817-332-5873 

Fax: 817-569 5515 
Fax: 817-569-4506 
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Interview Protocol 

"Thank you for agreeing to participate in this study. I have available a cold bottle 

of water for you to drink during the interview if you would like one." (Pause). "The 

purpose of this study is to explore the experiences of GSA employees involved in the re

establishment of federal operations after the bombing of the Alfred P. Murrah Federal 

Building in Oklahoma City. The resulting information will provide insight into your 

experiences by: (a) capturing your story and giving voice to your unique experiences; (b) 

identifying perceptions, stressors, resources, and coping strategies you may have 

utilized; and (c) identifying the impact to your family, based on your perception. The 

identification of this information could assist future white-collar employees and their 

families involved in a similar future traumatic stressor event as well as potentially 

provide lessons learned for the organization." (Pause). "Do you have any questions 

regarding the purpose of this study?" (Pause). 

"Your participation is completely voluntary and you can discontinue your 

participant at any time without penalty. You may take breaks for any reason at any time 

during the interview. Please feel free to take as many breaks as you would like." (Pause) . 

"This int rview will be audio recorded. The purpose for audio recording is to ensure that 

what you say is accurately reflected in the documentation. You may turn off the audio 

recording at any time." (Pause). 

"I understand as a researcher that participation in this study has the po_tential to 

reawaken uncomfortable or emotional feelings or thoughts. If at any time during the 

int rview you experience any discomfort please let me know and I will stop the interview. 

I have a business card for the GSA's Employee Assistance Program and a list of 

330 



counseling resources for you. Do you have any questions?" (Pause - hand participants 

the EPA business card and the list of counseling resources). 

"Before we begin the interview, I want to review the consent form with you." 

(Hand participant a copy of the consent form and review the consent form with the 

participant). "Do you have any questions about the consent form?" (Pause). "Please 

initial each page of the consent form and sign the last page. Also if are interested in 

receiving a copy of the summary results there is a space at the bottom of page three for 

you to provide your address where I can mail the results. Please write in your address 

only if you would like for me to mail you a copy of the study results." (Pause, have the 

participant sign two copies. Give one copy to the participant and keep the other copy). 

"This copy of the consent form is for you to keep. Do you have any questions about any of 

the information I have shared thus far?" (Pause, answer any questions). 

"Now I'm going to turn on the audio recording and start asking you questions. 

Keep in mind there are no right or wrong answers. I would like for you to speak freely, 

openly, and elaborate as much as you feel comfortable. You may take a break at any time. 

Do you have any questions before we start?" (Pause) 

Interview Questions 

1. How were you selected to assist in re-establishing federal operations in Oklahoma City 

and what was your role? 

2. Tell m about your experiences iri re-establishi?g federal operations after the. 

bombing? 

C d 
·b h t work day was like? How was it similar or different from a 3. an you sen e w a your · 

typical work day? 
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Possible Follow-up Question: Who were the members of your immediate work 

group? 

Possible Follow-up Question: What did you do for meals? 

Possible Follow-up Question: Where did you stay while you were there? 

4. How much exposure did you have to the Murrah Building (visit the site, media 

exposure, etc.)? 

5. What were the most challenging aspects of your experience? 

6. What were the most rewarding aspects of your experience? 

7. What lessons did you learn from your experiences that you would like shared with 

others who might be involved in a similar situation in the future? 

8. What were your initial perceptions regarding your work assignment? 

9. Did your perceptions regarding your work assignment change over time? If so, how or 

why? 

10. What were the stressors you encountered during this experience? 

11. What resources (personal, family, social support, organizational) assisted you in 

handling these stressors? 

Possible Follow-up Question: Were there any counseling services available? 

12. What did you find most helpful in coping with this work assignment? What was least 

helpful? 

13. If you were selecting employees to be involved in a similar situation, how would you 

select them, prepare and/or equip them? 

Possible Follow-up Question: If you had to choose between somebody who is a 

team player who is knowledgeable versus a maverick who is an expert, but out there on 

their own, who would you select? 
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14. What was your family's perception of this experience? 

15. What stressors did your family encounter during this experience? 

16. What resources (personal, family, social support, organizational) assisted your family 

in handling these stressors? 

17. What did your family find most helpful in coping with this experience? What was 

least helpful? 

18. Did any family roles and responsibilities change for you and your family during this 

experience? 

19. Is there anything else you would like to share or tell me about your experiences or 

anything we've talked about today? 

Non-specific prompts were identified for use to clarify questions, facilitate the 

flow of information, stimulate thinking, or elicit additional information. Non-specific 

prompts may include: 

1. Can you give me an example? 

2. What were your reactions? 

3. Tell me more about that. 

4. What el e would you like to add? 

5. Would you like to take a break? 

"This concludes the interview questions, now I would like for you to complete a 

brief d mographic survey. This is to· gather some ~ackground information. If you have 

any qu stions, please feel free to ask me. If you are uncomfortable answering any of the 

questions, you do not h ave to answer them. Please just move on to the next question. Do 

h t . ? " (P use hand the participant a demographic - wait for him/her you ave any ques ions . a -

to complete it). 
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"At a later date, I will provide you with a transcript of your interview and provide 

additional feedback, if any, and return it to me if you have changes. It is anticipated this 

follow-up process will take approximately 30-minutes. If you think of any other 

questions before that time, please f~el free to contact me at any time. (Pause and answer 

any questions). Thank you for your participation in my research project." 

End of Interview 
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Participant Code: ______ _ Date of Interview: _____ _ 

Demographic Survey 
Please read each question and provide your response . 

What is your gender? 0 Male O Female 

What is your Race/Ethnic Background? 
0 American Indian or Alaska Native 0 African American 0 Asian 
0 Native Hawaiian or Other Pacific Islander 
0 Other: 

0 Hispanic or Latino 0 White 

------------
Current Demographic lnfonnation 1995 Demographic Information 

Do you identify with a specific Religion? If yes, what Did you identify with a specific Religion? If yes , what 
religion: religion : 

What is the degree of rel igious involvement? What was the degree of religious involvement? 

If not , do you believe in some type/form of spirituality If not, did you believe in some type/form of 
or higher power? spirituality or higher power? 

Current Age: Age in 1995: 

Highest level of education completed : Highest level of education completed in 1995? 
0 High School 0 High School 
0 Vocational or Trade Degree 0 Vocational or Trade Degree 
0 Some College: 0 Some College: 
0 Bachelor's Degree 0 Bachelor's Degree 
0 Master's Degree 0 Master's Degree 
0 Doctorate Degree 0 Doctorate Degree 
0 Other: 0 Other: 

Do you live in a home, apartment, or other facility: Did you live in a home, apartment, other facility: 

Current Marital Status : 1995 Marital Status: 

Including yourself, how many adults & children live Including yourself, how many adults & children lived 

in your home at this time? in your home at that time? 

Current Number & Ages of Children: Number & Ages of Children in 1995: 

0 Male or 0 Female Age: 0 Male or 0 Female Age: 

0 Male or 0 Female Age: 0 Male or 0 Female Age: 

0 Male or 0 Female Age: 0 Male or 0 Female Age: 

0 Male or 0 Female Age: 0 Male or 0 Female Age: 

How would you describe your overall relationship How would you_ describe your overall relationship 

with your family/Kin? with your family/Kin in 1995? 

What is your current: 
In 1995, what was your: 

Grade: Grade: 

Occupation : Occupation: 

Orqanization : Organization: 
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Researcher's Reflection 

Like many historic or significant events that have occurred in our lifetimes we 

can recall with clarity exactly where we were and what we were doing at that particular 

moment in time. On the morning of April 19, 1995, I was in San Antonio visiting my 

brother, sister-in-law, and niece. I had flown in from Atlanta, Georgia where I lived with 

my husband, to visit my brothers' and their families. On that particular morning, my 

sister-in-law called me downstairs to watch the 1V news regarding the report that there 

had been some type of explosion at a federal building in Oklahoma City. I hurried 

downstairs to watch concerned because as a GSA employee I knew several of the 

employees who worked in Oklahoma City. We both watched for the next hour 

mesmerized by the scenes of the building with smoke billowing from it. We finally tore 

ourselves from the TV to finish packing the car for our trip up to Weatherford to visit my 

older brother and his family. At the time, my sister-in-law was three months pregnant 

and I was two months pregnant. On this particular morning the sickness I felt in my 

stomach had nothing to do with morning sickness. 

On the road driving to Weatherford we continued to listen to the news in an 

attempt to learn what had happened. As we drove we talked about the tragedy as well as 

what our yet to be born children would be exposed to in their lifetimes. Since that 

significant day, I have had two children, moved back to work at the GSA Fort Worth 

R gional Office, and have been employed with GS~ for the past 22 years. 

In the first six months after the bombing of the Alfred P. Murrah Federal 

Building I can remember numerous times evacuating the federal building in Atlanta due 

to bomb threats. I can vividly remember one of the last bomb threats in 1995 when I was 

seven months pregnant and walking down 28 floors to exit the building wondering if the 
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threats would ever stop. Less than a year later I experienced yet another bombing event 

while serving as a security volunteer for two weeks during the 1996 Atlanta Summer 

Olympics Games. The morning after the bombing I was working at the Boxing Venue 

that was located less than one mile from the bombing location. The day seemed so much 

longer than normal having to deal with the heightened security measures and the general 

nervousness and anxiety associated with the event. Many people including myself were 

concerned about the possibility of additional bombings. 

Upon my return to the GSA Fort Worth Regional Office I had several 

opportunities to be involved in activities associated with the Oklahoma City bombing. I 

served as the facilitator for the design and construction partnering sessions for the 

construction of the new Oklahoma City Federal Building that would replace the Alfred P. 

Murrah Building Federal Building. Then on the fifteen anniversary of the bombing I was 

involved in coordinating the recognition ceremony held for GSA employees after the 

official Oklahoma City Memorial service. I developed and designed the memorial 

brochure as well as the fifteen anniversary memorial coin that was presented to GSA 

survivors. I felt honored that I was able to contribute in a small way to honoring these 

individuals that I feel are some of the true heroes of GSA. 

These experiences have provided me with some tangential familiarity with the 

phenom non. In an effort to suspend bias in the research, my personal views are 

bracketed to include the following beliefs: 

1. GSA employees are professional, talented, and knowledgeable in their 

respective areas of expertise. These characteristics would be beneficial to 

individuals involved in re-establishing federal operations after a traumatic event 

such as a terrorist bombing. 
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2. It is important to understand the perceptions held by GSA employees 

regarding their work assignment involving the re-establishment of federal 

operations after the bombing of the Alfred P. Murrah Federal Building. 

3. It is important to understand what resources GSA employees used to cope 

with the various aspects of this traumatic stressor event in order to assist future 

employees and organizations to prepare for similar events. 

4. GSA employees involved in re-establishing federal operations should be given 

the opportunity to share their stories and be acknowledged for the extraordinary 

contributions they made during such a historical event. 

It is unclear in what ways my personal views may have impacted the research or 

my interactions with participants. I have attempted to exercise reflexivity in order to 

recognize and understand my own perspective and seek to separate it from those of the 

participants. I believe my knowledge of GSA will allow me to focus completely on the 

meanings individuals associate with their experiences and allow them to share their 

stories without interrupting them to explain terminology, procedures, processes, or 

business operations. I have endeavored to proceed without any preconceived ideas on 

the outcome of the study and hope that the themes that emerged have provided insight 

and meaning to the phenomenon studied. 
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the conveyor belts and being put into boxes and shipped to Oklahoma 
City. So wherever we needed to put these switches, I just had to tell them 
where I needed them. It was an incredible effort by everyone involved 
because it was a Herculean feat to produce a switch in the short 
timeframes they were doing, it usually took six to nine days to produce a 
switch. 

[SgP] I guess [Coworker's Name Removed] and I leaned on each other. 
We got really close during this experience. I knew her, but I didn't know 
her that well, but we became really close working together. We would 
bounce things off each other and would stop and say, "I can't believe we're 
doing this, I can't believe we're here, and I can't believe we were chosen to 
do this. [Laughing] Why were we chosen to do this?" 

And [HR Director's Name Removed] was really sweet and really 
supportive and everybody in the Command Center was supportive. It just 
seemed that everybody got really close that week or the 9 days we were 
there. Everybody was just trying to make sure everybody was okay, 
everybody was super, super busy, but it wasn't like anybody wasn't too 
busy to say, "Are you okay?" Everybody checked on everyone to make sure 
they were okay. 

I didn't know many of the upper management back then, but what I had 
heard was that many of them didn't get along, but I would have never 
known that some of them didn't get along. Because there was never any 
kind of conflict between anybody, everybody seem to get along so good 
and everybody was kind to each other and just doing what ever they 
needed to do to get the job done and just working through it . 

. . . I usually talk to my parents everyday, however I doubt I talked to them 
everyday while I was up there. But I know I ·touched base with them very 
regularly. When I called them I didn't talk about any details about what it 
was like up there. Just how are you doing how's work going and I'd tell 
them I was doing fine. My dad always been in contracting and he was in 
the military so I think he related to the work I was doing and what we 
were all going through up there - he's really cool and sensitive about 
those kinds of things. So he would say, "How are you doing, how are the 
contracts going, are people working out?" And whenever I called I would 
talk to both my parents. I probably called and talked to my sister, we're 
really close, so I'm sure I talk to her. 

We were actually the first COs [ contracting officers] up there from any 
place so we actually got calls from FBI and actually had to go to W alMart 
and buy - they had a whole laundry list of things that we had to buy. They 
had a crew of people there and it was like mops and brooms and baggies 
and a bunch of evidence stuff and Clorox and stuff for the FBI that we had 
to purchase for them. We had credit cards and we just paid for ~verything. · 
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