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DE-ESCALATION 101

“THE GUARD DOG"”

Part of the Brain:

AMYGDALA

. Related
/ Neurochemicals

Adrenaline
Cortisol

A Fight/Flight A mpulsive

A A Increases fear

“THE PROFESSOR”

Part of the Brain:

PREFRONTAL CORTEX

. Related
| Neurochemicals

Serotonin
Dopamine

Oxytocin

v Rational decision-making

v

v/ Increases trust & empathy

v Reduces anger/aggression
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DE-ESCALATION 101

ESCALATORS

Escalators are things that you do
that engage “The Guard Dog” in
the other person’s brain.

TWO MOST '
IMPORTANT TYPES
Oftentimes,
- Disrespect these are
unintentional.
DE-ESCALATORS

De-Escalators are things that you do
that engage “The Professor” in the
other person’s brain.

TWO MOST
IMPORTANT TYPES

- Safety

De-escalation is even more important with those
struggling with homelessness because...

The ESCALATORS can make conflict MUCH worse.

The DE-ESCALATORS can make conflict
MUCH better.

Why?
Because of the mistreatment that people face
while homeless.
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TRAUMA 101

Trauma reduces
in the PREFRONTAL CORTEX.

Trauma causes lesions in the
PREFRONTAL CORTEX.

This results in
PREFRONTAL CORTEX

The AMYGDALA becomes

The connection between the PREFRONTAL CORTEX and
the AMYGDALA is weakened.

Thus, the Professor has less eontrol over the Guard Dog.

»
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IMPACT OF TRAUMA

(o] ool | N [eq)

PRE-CONFLICT CONFLICT POST-CONFLICT

FRANTIC

UPSET

ANXIOUS (4)
I o / \ Without trauma
CALM

Already in a heightened state of tension
before an issue arises.

a MISPERCEIVING THREAT STIMULI

Becomes upset quicker, easier and with
minor issues.

e EMOTIONAL DYSREGULATION

Increased anger and *“
aggression.

O HyPERAROUSAL
Trouble calming after becoming upset.
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DE-ESCALATORS FOR
THE FIRST 5 SECONDS

STAGE 1 STAGE 3
Pre-Conflict Crisis

FIRST
Your only goal during the first 5
5 seconds is to use your actions
to set the direction of conflict.
SECONDS

Slow Down

Do not ignore/avoid the situation or try to
rush de-escalation.

“Slow is smooth. Smooth is fast.”

Don't try to rush the person or ignore their escalated
state.

It takes time to help the person’s PREFRONTAL CORTEX

engage over the

If the person has experienced it

takes even longer.
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DE-ESCALATORS FOR

THE FIRST 5 SECONDS

Introduce Yourself
Give your first name.
Then ask their name.

Ask people to call you by your

Names convey respect. No one takes the time to learn

the names of individuals experiencing homelessness.

Offer your name asking someone else’s.

This signals: “Conversation” -vs- “Surveillance”

Bonus: Handshake
No one shakes the hand of someone who is homeless.

Ask the person to speak to you away from

s others who can hear you..

9’ ? Less Public

o

Move conflict somewhere “less public.”

Audiences conflict.

“Street reputation” for toughness is important.

The conversation just needs to be somewhere out of
earshot, not somewhere “private.” Simply ask the person
to “talk over here."
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DE-ESCALATORS FOR

THE FIRST 5 SECONDS

15 Degree Stance

( Pivot your body 15 degrees so your
shoulders do not point directly at the person.

The way you stand can communicate “conversation” or
“‘confrontation.”

Stand at a angle to the person, not straight.

If you have a table or desk between you and the other

person, you don't need to turn at an angle.

o Give Full Attention

Listen. Make eye contact.

o Y o) Use “backchannel cues” (nodding,
o’ ‘uh huh, ‘ok,).

Listen (don't interrupt).

Giving a person your attention is a signal of

Make eye contact, but not constant.

Eye contact communicates a lot (and is processed in the

)

Use “backchannel cues” (nodding, ‘'uh huh, ‘ok,’).
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