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De-Escalation 

Training



Agenda

● Introductions 

● Signs of Distress or Escalating Behaviors 

● Escalated Response 

● De-escalation Techniques

● De-escalation Scenarios

● Concluding Remarks 
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Introductions 
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Goals for Today
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Provide well-being 

strategies and 

resources

Highlight the 

benefits of early 

de-escalation

Identify early signs 

of escalated 

behavior

Incorporate what 

you learn into 

scenarios



Why De-escalation?

• 2022 is not 2019

• Highly requested

• Trend data

• Complex uncertain situations

#1 Improved well-being 



Awareness is Key

Situational

Social

Self How am I doing today?

When was the last time I checked in 

with myself?

How do I show up or appear to others?

When do I need more help? 

What plans does my LHD/organization 

have for agitated individuals?

How do I address an agitated individual 

and maintain my personal safety? 



De-Escalation 

Techniques 
See Handout 





Examples of Escalating 

behavior



http://www.youtube.com/watch?v=musgq94q8GQ


http://www.youtube.com/watch?v=xonVIjwpTRU


http://www.youtube.com/watch?v=musgq94q8GQ


Review Your Checkboxes

What behaviors were common amongst all of the videos? 

Were there behaviors that you noticed that were not on the 

checklist? 



Responding to Escalated 
Behaviors



Body Language Signals



Verbal Communication

• Speak calmly 

• Ask “How” questions instead of “Why” Questions

• Ex: How are you doing? Instead of: Why are you so 

upset? 

• Would you mind telling me…. I want to understand…

• It sounds like you are (use their words) because of (the 

situation). Let me see if I can help.

• Try to avoid overpromising and also be realistic. 



Advice for Phone Calls

• Maintain good posture

• Smile when you begin your 

greeting

• Think of CAF (Calm, Assist, 

Facilitate)

• Ask questions with 5 words or less

• You may need to repeat 

information. Script out responses 

to common questions



Successful De-escalation Example



http://www.youtube.com/watch?v=8Gmf0LRJbR8


Practice Scenario: Phone Call

You are making calls regarding surge supply distribution. You receive the response 

“What can you do to help us?” from a nursing home administrator.

What are some of your initial steps?

What should you avoid doing? 

Which de-escalation strategies can you incorporate from the worksheet? 



Practice Scenario: Lobby Re-Opening

You greet the receptionist and notice that they appear upset. You scan the lobby and 

notice someone who is pacing back and forth in the crowded lobby. 

What are some of your initial steps?

What should you avoid doing? 

Which de-escalation strategies can you incorporate from the worksheet? 



Conclusion/Debrief

We each play a role in maintaining positive and safe work 

environments.

Not all escalated situations are within our control. We can 

control how we engage in the moment and care for 

ourselves afterwards.



Resources/Contact information

Handout can be downloaded from: 

vdh.virginia.gov/workforce-development-team

Dorothy Hayden:

Dorothy.Hayden@vdh.virginia.gov

Susan Hensley: 

Susan.Hensley@vdh.virginia.gov

https://www.vdh.virginia.gov/workforce-development-team/
mailto:Dorothy.Hayden@vdh.virginia.gov
mailto:Susan.Hensley@vdh.virginia.gov

