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Purpose and Objectives 

Purpose 

De-Escalation is a method to prevent 
potential violence. Individuals are 
encouraged to use purposeful actions, verbal 
communications, and body language to calm 
a potentially dangerous situation. The goal is 
to help officers defuse tense situations while 
maintaining their own safety and the safety 
of others.

Objectives 

•Identify Potentially Violent Situations.
•Build Trust and Rapport.
•Facilitate a Positive Outcome.
•Offer Choices and Solutions.
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•Identify Potentially Violent Situations.
By: Ofc. Cody Surrett

Nonverbal Communication

Over 90% of security activities involve 
communication with people.

Nonverbal communication according to the 
experts is between 70 – 90 percent 

Look for body language, such as closed fist, 
tight lips, blading of the body.

The quality of the interaction strongly 
influences future interactions with you and 
other officers.

Controlling yourself before you control 
others

Mentally rehearse your procedures.

There is no shame in letting your partner 
take over.

Breath slowly and deeply.

Scan the environment before you enter- 
don't rush.

Know what you want to accomplish.

 (Have a Plan!)
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Officer getting Attacked 

▪ In this video you see Sgt 
Johnson getting attacked,  the 
Subject (Huetcher) made it 
though the screening process 
with no issues. So, what we 
learn is that sometimes people 
will remain calm until they 
aren’t.

Always remain vigilant! 
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Scenario - 1

Scenario – 1 

A customer comes into Public Works who seems to be 
upset, yet they make it through the Check Point and 
enters  PAC, after a few minutes you hear shouting 
and get a text from Jessica in PAC that they need 
help. One Officer heads back to Pac to deal with the 
problem, the other notifies City Hall to be on standby, 
and stays at the check point.

The contact officer confronts the customer – 

Note to role-player:  Customer is very upset and will 
not listen to the city employees, now you the Officer 
has to De – Escalate this situation. No Weapons, No 
physical threats just shouting and verbal threats.

Note to Officer – you have the tools 
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Build Trust and Rapport.

When dealing with people that are upset 
remember to not take anything they say 
personally. Use Active listening, try to avoid 
asking why, or I Understand. 

Ask opening ended questions such as: Tell me 
More, What Else?.

Ask Closed ended questions such as: Are 
you?, Do you?, where the answer is either 
yes or no.

▪ Active listening skills

▪ Introducing oneself

▪ Restating statements

▪ Mirroring/Reflecting statements.

▪ Summarizing/Paraphrasing 
statements.

▪ Open-ended questions.

▪ Closed-ended questions.
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Facilitate a Positive Outcome.
By Cpl. Huetcher

How do we get a positive outcome? 

I am not saying every encounter will be positive, 

I am saying if you use the skills taught in this class 
you will have much better outcome when dealing 
with people. 

Use your active listening skills, Ask questions if you 
don’t understand,  build a rapport with the subject 
you are dealing with. If you are having trouble, 
remember that there is nothing wrong with letting 
your partner take the lead.

If you are alone, slow down and go back to the basics 
of this class, remembering the training in the 
scenarios you have completed.
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•Offer Choices and Solutions.

Choices and Solutions
▪ Move to a private area

▪ Be empathetic and Non-judgmental

▪  Give space, allow time for decisions 

▪ Set Boundaries 

▪ Be mindful of your tone and body language 

These are just a few choices that can lead to 
solutions. Remember to remain professional!
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Scenario - 2

▪ Scenario – 2

 While working  a City Counsel meeting a group of young people from the freedom of 
Palestine movement wants access to the meeting, part of the group has already been 
granted access, the remainder of them are still in the check point line. (One of the group) 
has started chanting and holding up a banner in the check point line, she did this to get 
your attention away from the check point procedures, while she is screaming the SRO 
notices that a young man tries to skip the check point and head towards the entrance, he 
is Armed? 

Note to Role-players - will play their part and give some resistance to the officers and take 
your cues from the officers, if they give good clear commands follow them if not act out. 

If we don’t have enough role players, we will just use the armed suspect 
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In Conclusion 

▪ In conclusion, the Officer should 
be able to recognize Violent 
Situations. Have the basic building 
blocks to build trust and rapport 
with the subject, how to Facilitate 
a Positive Outcome by offering 
options and solutions. 

▪ This reading material with the De 
– Escalation scenarios will give the 
officers the tools they need to do 
their Job professionally.
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The End

I Want Thank Everyone For 
There Hard Work, The Role-
players And Our Security 
Team. 

You Guys Are The Best! 
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Sgt. Johnson
Cpl. Huetcher 
Ofc. Surrett Jr.
Ofc. Surrett Sr.
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