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Conflict 
De-escalation 
Tips
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These tips will provide guidance to all staff about ways to 
de-escalate conflict. It could be used during staff meetings and

internal training relating to staff safety. Staff may also choose to
have a copy at their workstation for easy access.
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a person clenching his or her fists or tightening untightening their jaw

a sudden change in body language or tone used during a conversation

the person starts pacing or fidgeting

a change in type of eye contact

the ‘Rooster Stance’ or ‘Bridging Up’ – chest protruding out more and arms move away from the body, and

disruptive behaviours – such as yelling, intimidating, actively defying or refusing to comply with reasonable

requests being made.

Anticipating potential conflict is important, and there are many verbal and non-verbal cues to be
mindful of as situations unfold. 

These are some signs of conflict escalation:

if you are upset or angry, it’s only going to escalate the situation. Remain calm and then begin to look at

the situation and how you can intervene safely

take a deep breath, and 

use a low, dull tone of voice and don’t get defensive even if the insults are directed at you

other people in the room

objects – such as chairs, tables, items on a table, and

the space around you, like exits or openings, and if you are blocking the person so that they are made to

feel trapped.

appear calm and self-assured even if you don’t feel it

maintain limited eye contact and be at the same eye level. Encourage the person to be seated, but if

he/she needs to stand, stand up also

maintain a neutral facial expression

place your hands in front of your body in an open and relaxed position

don’t shrug your shoulders

don’t point your fingers at the person

avoid excessive gesturing, pacing, fidgeting, or weight shifting, and

be aware of personal space and leave enough space so the person doesn’t feel you are invading their

space.

These are some tips to assist in trying to de-escalate a conflict situation:

First, calm yourself before interacting with the person:

Becoming aware of your situation is also critically important. This can include:

Try to look as non-threatening as possible:
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empathy needs to be shown during conflict situations. Even if you don’t agree with the person’s position,

expressing an understanding why that person feels a particular way will help resolve the conflict

clarifying, paraphrasing and open-ended questions all help to ensure that the person is aware you have

understood their frustrations completely

ask to take notes (if appropriate and safe to do so)

ask for their ideas or solutions, and

help them talk out angry feelings rather than act on them.

using “what” and “we” helps include the person in those future plans.

it is very hard for someone to stay angry towards you if they are agreeing with you.

Make a personal connection – people respond positively to their own name and saying their name
and acknowledging them can diffuse a situation.

Listen to the person’s concerns – acknowledge the other person’s concerns without indicating
agreement towards any inappropriate behaviour they may be displaying:

Shift the conversation to the future, create hope, and you make yourself less threatening:

Look for points of agreement:
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REMEMBER THAT SAFETY COMES FIRST. 
IF DE-ESCALATION ATTEMPTS ARE FAILING THEN STOP!

 
Have a plan to protect yourself and (if relevant) others if the worst case

scenario unfolds – how to escape and/or assist others to escape to safety.

CONVERSATION TIPS

Apologise if appropriate to the situation –
“I’m sorry there has been a delay with your property
repairs”.

Acknowledge their feelings to let them know they
are being heard – 
“I hear that you are frustrated that your application for
a transfer was denied”.

Ask questions to find out more – 
“Can you explain the concerns you have with our rent
arrears policy?”

Repeat back your understanding so they know you
have heard them – 
“I am hearing you saying that you are concerned about
the rent review I completed for you. Is that correct?”

Say what you can do right now. You may be able to
offer several solutions or need to talk to a
supervisor/manager to get more help – 
“I will contact the tradesperson and see why there’s
been a delay with your property repairs”. 
“I will talk to my supervisor and see if they are available
to talk to you about your concerns”.

Move towards a resolution, knowing that you
sometimes cannot solve the situation – 
“I or my supervisor will call you by Friday. Here is the
phone number in case you have questions before then”.

Don’t use clichés – 
the worst of these being “calm down” or “snap out of
it”. Other examples are “you should…” or “you
shouldn’t…”. Such language is patronising. Using
these comments is likely to escalate the situation.


