Control your own emotions and reactions

Take deep breaths to stay calm

Stay Calm and Composed

Maintain a neutral tone of voice and body language

Observe the factors contributing to escalation
(anger, frustration, misunderstanding)

Identify potential triggers or underlying issues

o[ Assess the Situation

Consider the safety of all individuals involved

Pay attention to the person's words and emotions
Show empathy and understanding

Listen Actively
Validate the person's feelings and perspective

Use clear and respectful communication

Speak in a calm and non-confrontational manner ]

Avoid blaming, accusing, or escalating Communicate EffeCtlvely

the conflict with harsh language

Offer choices or options to regain control

Provide opportunities for the person to express themselves

o[ Empower the Person

Acknowledge their autonomy and decision-making

Identify areas of agreement or shared interests

Focus on solutions rather than dwelling on differences

o[ Find Common Ground

Collaborate to find mutually acceptable resolutions

How to
De-escalate
a Situation

Topic.Ninja

Use active listening skills (reflective listening, paraphrasing)

Use De-escalation Techniques ]o

Offer reassurance and empathy

Set Boundaries

Use calming phrases and gestures (e.g., "l understand,” nodding)

Clearly define acceptable behavior and boundaries

Firmly but respectfully enforce boundaries

Use non-confrontational language to communicate boundaries

Provide resources or information that may
help de-escalate the situation

Offer assistance or referrals to appropriate support

Offer Support and Resources ]c

services (counseling, mediation)

Maintain Safety

Show genuine concern for the person's
well-being and offer help if needed

Prioritize safety for yourself and others
Assess and manage any potential risks or threats

Seek assistance from authorities or trained professionals if necessary

Reflect on the de-escalation process and outcomes

Debrief and Follow-Up ]c

Learn from the experience and identify areas for improvement

Practice Self-Care

Follow up with the person or situation to ensure resolution and ongoing support

Take care of your own well-being after de-escalating a situation

Seek support or debrief with colleagues if needed

Practice stress management techniques to cope with challenging situations
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