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De-Escalation 
Techniques
De-escalating potentially violent situations 
involves careful communication and actions 
aimed at reducing tension and preventing 
escalation. Here are some techniques:

Stay Calm: Maintain a calm and composed demeanor. Calmness can help diffuse the tension in the situation. 

Use Non-Threatening Body Language: Keep your body language open and non-confrontational. Avoid 
crossing your arms, pointing fingers, or standing too close to the person. 

Listen Actively: Show empathy and understanding by listening to the person's concerns. Use active listening 
techniques, such as nodding and verbal affirmations, to demonstrate that you are engaged. 

Speak Softly and Slowly: Use a calm, soft tone and speak slowly to avoid coming across as threatening. 

Validate Feelings: Acknowledge the person’s emotions and frustrations without necessarily agreeing with 
their perspective. Phrases like “I understand you’re upset” can help de-escalate the situation. 

Set Clear Boundaries: Clearly and calmly state the limits of acceptable behavior. Let the person know what 
actions are not acceptable and the consequences if they continue. 

Offer Solutions: If possible, propose solutions or alternatives to address the person's concerns. A solution 
can help shift the focus from confrontation to problem-solving. 

Maintain Safety: Ensure that you and others are safe. If you feel threatened, remove yourself from the 
situation and seek assistance from security or law enforcement if necessary. 

Use Distraction: Redirect attention to a different topic or activity if it can help diffuse the immediate tension. 

Follow Protocol: Adhere to any established protocols or procedures for handling conflict and violence in your 
workplace. Informing a supervisor or security personnel may be appropriate depending on the situation. 

Avoid Arguments: Do not engage in arguments or escalate the confrontation.  

Provide Space: If possible, give the person some physical space to help them cool down. Sometimes, 
stepping away from the immediate situation can help.

By taking these steps, you can help ensure your own safety and contribute to a safer work environment for 
everyone. Remember, no one should have to endure violence or harassment at work, and it's important to 
address these issues proactively and assertively. Reach out to the EAP for more information and support.


