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10.

11.

12.

Crisis De-Escalation Techniques

Speak softer, more slowly and make eye contact if appropriate
Use positive body language. Try and relax. Take deep breaths. Have the client take

breaths. Do not cross arms or legs. Sit or stand so you are both at eye level

. Ask for a break if necessary and give the other permission to exit or walk away. Know

where your exits are and leave the person in crisis an exit

Meet the client where they are at...and acknowledge their situation

Take time to think about the problem and clarify the problem:

What is the real issue?

What do I want to accomplish?

Who is responsible for what?

What, specifically, do I want to change?

Use I statements. “I can see you are angry”

Repeat messages and clarify often “I think I heard you say... but it sounds like you
want”.. “Tell me more..”

Remember to continue to breath

Words that may de-escalate a conflict are: maybe, what if, I feel, it seems like, I think,
sometimes, perhaps, I wonder

Affirm and acknowledge the position and needs of others. “I can appreciate your
situation..”, “It sounds hard for you too...” , “Thank you for your patience...”
Ask open ended questions that do not require yes or no answers...”What are your
thoughts about this..”

Take another deep breath and wrap up

7 rev 4/28/14
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Public Safety 101: Dealing with Police
CAPRA Standard 8.4.1 Public Safety and Law Enforcement In-Service Training

Educating employees through policies, procedures and training is an essential
part of the Medford Parks and Recreation Department’s dedication to employee
safety and security.

One of the goals of the Department’s training is to develop safety awareness in
our employees. This awareness enables staff to recognize hazards they may be
subjected to through their positions, and to take adequate precautions. This
training cannot be effective unless it is a continuous program.

In-service training conducted by Medford Police Department on law enforcement
topics included: Emergency Management Planning; Handling Disruptive
Behavior; Handling Evidentiary ltems; Laws/Ordinances and how to properly
contact police with information; and interacting with Police and Fire.

How to properly contact Police with information

1. Determine the nature of the problem
a. Ifitis not a criminal matter, contact your supervisor.
b. Ifitis not an emergent criminal matter, contact the MPD Non-Emergent
phone number at 541-245-9940, then contact your supervisor
c. Ifitis an emergency criminal matter, contact 911, then contact your
supervisor
2. Secure the scene
a. Make sure the area that the crime occurred remains untouched until Law
Enforcement arrive
b. If people are still on the scene, keep everyone at the scene as long as you
can, until Law Enforcement arrive
c. If the people (person) is/are moving, observe where they are going to
assist Law Enforcement when they arrive
1. Do not engage the person if he/she is combative
ii. If combative, allow them to leave the area without interfering
iii. Do not engage in any physical contact under any circumstances
3. Cooperate with Law Enforcement when on the scene
a. Describe what occurred with detail
b. Answer any questions they may have of the incident
4. Complete any necessary documentation
a. If an accident occurred, complete the appropriate accident form
b. For Recreation, write out an incident report detailing the occurrence
5. Update your supervisor
a. The supervisor will determine whether you should complete any further
documentation or if you should contact the city attorney for any follow-up.



