
De -e s ca la t ion 
Tra ining
Management of Aggressive Behavior



This  will be :

An in-de pth t ra ining program  that  
te ache s  individuals  how to 
re cognize , re duce  and m anage  
viole nt  and aggre s s ive  be havior.



How many of you have had to 
confront  an upse t  pe rson:  

This month This week Today



Five  Me thods  of Com m unica t ion



Non-Ve rbal Com m unica t ions

Communication without the use of spoken 
language . Nonve rbal com m unicat ion 
include s  ge s ture s , facia l e xpre s s ions , and 
body pos it ion.



Non-Ve rbal Com m unica t ions  

Rarely are we aware that personal 
space , e ye  com m unicat ions , pos ture , 
ge s ture s , and facia l e xpre s s ions  can te ll 
one  s tory while  we  ve rbalize  anothe r.



Non-Ve rbal Com m unica t ions

• If we use or interpret body 
language improperly, 
unexpected and disastrous 
consequences may result.

• When verbal and non -verbal 
communications conflict, rely on 
the non -verbal signals.



Non-Ve rbal Com m unica t ions

Three Categories:
• P e rsonal Space  and Re act ionary 

Dis tance
• Eye  Com m unicat ions
• Ge s ture s , P os ture s , Facia l 

Expre s s ions



P e rs onal Space

The area around a person that others 
are  not  e xpe cte d to  int rude .



Personal 
Space Chart



P e rs onal Space



The distance 
be twe e n ourse lve s  
and an individual 
within which our 
ability to  re act  is  
re duce d.

Reactionary Distance

Minimum 
4’



Eye  Com m unicat ions

Eye movements and signals that reflect 
our thoughts , fe e lings  or s ta te  of m ind.



P rope r Eye  Com m unica t ions

• Maintain eye contact 60 -70% of the 
time when you speak.

• Maintain eye contact 90% of the time 
when the individual speaks.



We aring  Mirrore d or Dark Glas s e s  
Act s  as  a  Cons t ant , Int e ns e  St are



Int e rpre t ing  Eye  Com m unica t ions

Glistening



Int e rpre t ing  Eye  Com m unica t ions

Direct Uninterrupted Stare



Int e rpre t ing  Eye  Com m unica t ions

Darting, Looking Around



Int e rpre t ing  Eye  Com m unica t ions

Looking Through You

Glazed, Empty



Int e rpre t ing  Eye  Com m unica t ions

Widening



Int e rpre t ing  Eye  Com m unica t ions

Target Glance



Ge s ture s , P os ture s  & Facia l 
Expre s s ions

Signals coming from different parts of the 
body that  re fle ct  thoughts  and fe e lings .



Signals  To Watch For And 
Unde rs t and

✔Head

✔Shoulde rs

✔Bre athing



Signals  To Watch For And 
Unde rs t and

✔Facial color

✔Expre s s ion

▪ Eye brows



Signals  To Watch For And 
Unde rs t and

✔Arms

✔P alm s /Hands

✔Inde x finge r



Signals  To Watch For And 
Unde rs t and

✔Legs

✔Stance

✔Le aning the  

body



Lis t e ning

Most people listen with intent 
to  re ply and do not  lis te n with 
the  inte nt  to  unde rs tand.



Five  Le ve ls  of Lis t e ning

• Ignoring another person

• Pretending to listen

• Selective listening

• Attentive listening

• Empathic listening



Em pathic  Lis t e ning

Listening with your ears, but more 
im portant ly, a lso lis te ning with your 
e ye s  and he art . Lis te ning for fe e lings  
and m e aning.



PLAN
+

IDENTIFY
+

ACT



Me ntal Condit ioning

Mental conditioning is a process of training 
your m ind to  be  re ady to  take  act ion, and 
e xe cute  your plan autom at ically. 



Me nta l Condit ioning  - P urpos e

• Improve decision making
• Improve performance in difficult 

situations
• Improve confidence



Me nta l Condit ioning  - P urpos e

• Reduce stress
• Better the ability to learn and remember 

new skills
• Eliminate unsafe habits



Me nta l Condit ioning  - Exe rcis e s

Step 1 – Re lax

Ste p 2 – Me ntal Exe rcis e

Ste p 3  – Re cove r

Ste p 4  – P ract ice  with Variable s



Me ntal Condit ioning
Improves and Increases:

✔ Decisiveness
✔ Assertiveness
✔ Speed



Stage  One  - Anxie ty

A noticeable change in 
be havior. An involuntary 
re act ion or re sponse  to  
som e thing that  happe ns . 



Re cognizing  Anxie ty 1

✔What are traits you recognize in 

som e one  having anxie ty?

Type  your re sponse  in the  chat  

box now. 



Anxie ty Trigge rs

• Frustration/Anger
• Fear
• Hate
• Disappointment
• Sorrow



Support ive  Ve rbal 
Com m unica t ions  Skills  Us e d in t he  

Anxie ty St age

• Maintain a calm, 
reassuring voice

• Communicate at 
their level

• Speak with respect
• Be in control



Support ive  Ve rbal Com m unica t ions  
Skills

• Focus on:
▪ Volume of speech
▪ Tone of voice
▪Rate of speech

• Introduce yourself
• Use “We” instead of “You”



Support ive  Ve rbal Com m unica t ions  Skills

• Avoid bias or stereotypes
• Use substitution technique



Stage  2 : Em ot ional Confront a t ion

Testing Stage



Em ot ional Confront a t ion Trigge rs

• Being endangered

• Physical threat

• Threat to self -esteem or dignity



Re cognizing  Em ot ional Confronta t ion 1

• Face red
• Lips pushed forward
• Direct prolonged eye contact



Managing  Em ot ional Confronta t ion:
Init ia l P has e

• The individual is testing
• Allow individual to vent



Managing  Em ot ional Confronta t ion:
Se condary P has e

• Maintain a calm voice
• Set reasonable and enforceable 

limits or consequences
• Enforce limits or consequences



Stage  3 : P hys ica l Aggre s s ion

Physical violence, or 

los ing cont rol 

phys ically, occurs  

whe n words  and othe r 

s t ra te gie s  have  fa ile d.



Re cognizing  P hys ica l Aggre s s ion

• Face becomes lighter

• Eyebrows drop, covering eyes

• Lips tighten over teeth



Managing  P hys ica l 
Aggre s s ion

Use defensive body language:

✔De fe ns ive  s tance

✔Dire ct  e ye  contact

✔He ad and shoulde rs  s t ra ight



Managing  P hys ica l 
Aggre s s ion
Use defensive verbal commands:

✔Loud brie f com m ands : 

✔ “Stop!”  “No!”

✔Exte nding com m ands :

✔“Drop the  chair!”



Corne ring

When cornering potentially 

aggre s s ive  individuals , the y have  

thre e  opt ions : 

1. Re s is t

2. Subm it

3 . Fle e



Angular Corne ring



Surround Corne ring



P s ychologica l Corne ring



Mult iple  P e ople
P os it ioning

• Keep all persons in view
• Access to an escape route



Re vie w

• Different Communications

• Personal Space

• Stage 1 – Anxiety

• Stage 2 – Emotional Confrontation

• Stage 3 – Physical Aggression



Questions

If you have  any que s t ions  or would like  
to  re ach us  our e m ails  are :

● Sam d@downtownse at t le .org

mailto:Samd@downtownseattle.org


De-escalation 
Training

Management of Aggressive 
Behavior
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