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• Workers in health care and social assistance 
settings are five times more likely to be 
victims of nonfatal assaults or violent acts 
than the average worker in all other 
occupations. 

• 55.6 percent of health care staff reported they 
had experienced physical violence, verbal 
violence or both.  

 



• Being Honest 

• Shows Confidence 

• Non-Judgmental 

• Permissive non-authoritarian manner 

• Ability to Empathise 



 

 Call for Help 

 Use 3rd Party 

 Code Black 

 Team PLAN ** 



 Situational Awareness 

 Other people 

 Physical objects 

 Physical space 

 



 USE your SKILLS 

 Body Skills 

 Verbal Skills 

 Listening Skills 



 Body Skills 

 Relax Stance 

 Hands remain visible 

 Body slightly at an angle to the person 

 Frequent Eye contact 

 

 



 Verbal Skills: 

 Be authentic. 

 Be concise. 

 Keep it simple. 

 Repeat it as necessary. 

 Be prepared to listen twice as much as you talk. 



 Listening skills: 

 It is important to try and really understand what  
person is saying without colouring it with your 
own interpretations or agendas. 

 

 



 The most important boundaries to be set is that of 
physical violence. 

 Set early  

 Threat or show of power 

 Repeat it as often as necessary 

 



 If the situation continues to escalate, 
consider your options: 

 Give the person a choice in order to save face 

 At this point communication stops 

 Use of Authoritative approach 

 



  If the situation has gone beyond RED ZONE… 

 If you have the physical skills to stop, defend and 
subdue the person do it. OTHERWISE, Evacuate the 
area as soon as possible.  

 Have the “CODE BLACK” or Crisis Response Team 
deal with the situation. 

 Safety First  



 Call for Help 

 Situational Awareness 

 USE your SKILLS 

 Set Boundaries 

 Team PLAN 

 Security Personnel Trained 
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                                 Thank you for your time 
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