
CRISIS INTERVENTION
DEESCALATION&

266 DROP-IN & RESOURCE CENTER
SOUP KITCHENDowntown EveningState



GOALS FOR THIS SESSION

● Discuss basic techniques for de-escalating complex client encounters, 

incidents, and crises 

● Move beyond De-escalation 101

● Connect theories with practice

● Promote self-awareness of the practitioner as we mitigate crisis

● Touch upon some agency- and systems-level considerations, crafting and 

implementing agency policies and procedures which support both staff and 

clients in these situations 

● Practice with exercise(s)



WHAT IS DE-ESCALATION?

Assertive Communication Skills used to:

● Calm down someone who is agitated, angry, or temporarily out of control

● Take charge of a situation to reduce potential violence

● Deal with past hurt, take action in the present, and move toward a future solution

Thousand Waves Martial Arts & Self Defense Center, NFP. Assertive Communication: De-Escalation. Handout. CC-BY-NCSA-2.5



GOALS OF DE-ESCALATION

● Validate feelings

● Calm the situation and the hurt

● Find the core issues and speak to them

● Manage the situation

● Maintain clear communication

● Make sure everyone feels heard



CRISIS
!

WHAT IS A CRISIS?

“A time of intense 
difficulty, trouble, or 

danger.”



RESPONSES TO CRISIS

Fight Flight Freeze

Fawn Flop



WHAT HAPPENS IN AN INTERPERSONAL CRISIS?



SOME TECHNIQUES TO EMPLOY
● Match & model - behavior, body language, tone
● Avoid pointing
● Be careful with using touch or Terms of endearment
● Listen to your gut
● Ask about their needs
● “No, but …” 
● Minimize distractions
● Be genuine
● Validate and Repeat
● Allow for safe venting
● If your attention is split - be clear about it!
● Reason and logic must come after calming down
● Don’t use command language (“You need to…” or “Calm down,” etc)
● Don’t mistake anger for aggression



TRANSFERENCE AND COUNTERTRANSFERENCE

Yalom, I. D., & Leszcz, M. (2020). The Theory and Practice of Group Psychotherapy (6th ed.). Basic Books.

“... those idiosyncratic reactions that 
reflect more specifically on what you, 
personally, carry into your relationships 
from past or current shaping experiences.” 

Subjective Countertransference

Earlier client experiences 
& attitudes transferred 
onto current situation
“False Connections”

Transference
Everything you know - Expertise

Objective Countertransference



INTEGRATING DE-ESCALATION TACTICS INTO YOUR PRACTICE

VS



8 KEY CONCEPTS / PRINCIPLES TO EMBODY

● Provide client-centered, trauma-responsive care

● Remain calm & try not to take it personally

● Validate feelings & reorient those that are misplaced

● Respect free will & allow for choice

● Provide a safe space for clients to self-express

● Help the client recognize & explore their options & consequences

● Recognize & name the power structures at play

● Know yourself & your limits



5 INTERSECTING PRACTICE AREAS

Cultural 
Humility Harm Reduction

Emotional 
Intelligence

Motivational 
Interviewing

De-Escalation
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WHAT HAPPENS IN AN INTERPERSONAL CRISIS?
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BREAKOUT DISCUSSION



HOW IS 
CRISIS 

HANDLED?

HOW ARE 
RULES & 
POLICIES 
SHARED?

FIRST 
CONTACT

HOW IS KNOWLEDGE 
PRODUCED & 
DISTRIBUTED?

HOW ARE MINOR 
INCIDENTS 
HANDLED?

WHAT SUPPORTS 
EXIST FOR STAFF 

MEMBERS?

WHAT 
LANGUAGE 
IS USED?

HOW IS TEAMWORK 
SUPPORTED IN THE 

WORKPLACE?

DE-ESCALATION:
UPSTREAM PLANNING

HOW IS 
SPACE 

SHARED?

CAN CLIENTS 
IDENTIFY WITH 

STAFF?



HOW DO WE MITIGATE HARMS?
PERSON-IN-ENVIRONMENT PERSPECTIVE

Harms associated with 

● Homelessness 

● Mental & physical health

● Drug use

● DV/IPV

SYSTEMS PERSPECTIVE

Harms that originate from

● Care systems

● Carceral system

● Immigration

● Racism, sexism, homophobia, transphobia, sizeism, ableism …

● Agency-level systems



A SELF-ASSESSING EXERCISE

The area in which we are 
in static state of 
equilibrium; not much is 
learned, but we feel safe 
and comfortable; 
autopilot is engaged.

Comfort Zone
The area beyond our comfort zone 
where we are experiencing new 
things and skills. We are challenged 
and exercising our learning ‘muscles.’ 
We may be uncomfortable here, but 
not panicked.

Learning Zone

The area beyond our learning zone, 
where we might be anxious, reactionary, 
or in crisis. The challenges here are 
overtaxing those ‘learning muscles.’ It’s 
okay to spend some time here, but too 
much can do some real damage.

Danger Zone







THANK Evan Serio

eserio@DESKCT.org

YOU
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