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Susan Gaffield
Kentucky Employee Assistance Program

Debbie Hibbard
Kentucky Department for Libraries and Archives

Kentucky Employee Assistance Program

5/3/2017

VERBAL DE-ESCALATION

5/3/2017

5/3/2017



—

What is Verbal De-escalation?

e Nonphysical techniques
e Diffuse anger and tension
e Prevent a hostile situation

¢ Improve communication under stress
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Why Verbal-De-escalation?

¢ Because we work with the public and provide services
e We are concerned with:

Customer Service
Customer Satisfaction
Customer Complaints

¢ The best way to defuse customer anger is with good
customer service.
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® Rage
* Anger

e Frustration
e Dissatisfaction

—

Escalation

e Customer Complaint

¢ A 2007 consumer survey showed that 70% of
customers were in a rage before they call.

* 70%
e 72%
* 78%
* 33%
* 84%
* 60%
* 57%
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Consumer Survey

What makes customers so angry?

want

Apology

Tell their story or express anger
Explanation

Assurance mistake not repeated
Service or repair

Thank you for your business
Money back

Source: Customer Care Measurement & Consulting and Arizona State University (2007)
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Customer Satisfaction

Our job is to be polite,
get past their anger,
and solve the problem.

Verbal de-escalation skills can help us do that.

Speak when you are angry and you will make
the best speech you will ever regret.
--Ambrose Bierce
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Verbal De-escalation Techniques

¢ To calm ourselves
e To calm our customer

¢ To maintain safety

-- Abigail van Buren
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Calm Qurselves

Why?
To communicate effectively
To maintain professionalism

To solve the problem
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Calm Qurselves

How?

Recognize our “Hot Buttons”

Learn how to control our own

emotional reactions

First keep peace with yourself, then you can
also bring peace to others. --Thomas A. Kemp
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Calm Qurselves

How? Relaxation Skills

e Improves breathing rhythm with slow deep breaths
¢ Release tension that builds with stress
® Decrease anger reaction

¢ Promotes a “thinking” response
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Relaxation Skills

Deep Breathing

e Inhale slowly through your nose to the count of 4. Fill
up your abdomen, not your chest.

e Exhale slowly through your mouth to the count of 4.
Feel your abdomen flatten as the air is released.

e Practice to get a smooth flow of air and to use the
abdomen more than the chest.
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Relaxation Skills

The Relaxing Sigh
e Sit or stand straight
e Sigh deeply
e Inhale naturally
® Repeat
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Calm Ourselves

How? Cool Thoughts

Make a list of calming thoughts to replace hot ones:
e Stay calm. Getting upset won'’t help.

¢ [ expect people to be upset when they believe they
have been treated badly.

e [ am here to help. I can’t do that if I'm upset.

¢ [ won'’t take this personally.

¢ Listen, breath and focus on the solution.

e [ choose my words and feelings, not the customer.
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Calm Qurselves

Practice
e Write down a few quick calming thoughts
® Read the list to practice or memorize them

e Imagine yourself feeling calm and communicating
calmly under stress.
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Why Calm Others

To communicate effectively
To maintain professionalism
To solve the problem

People who fly into a rage always make a bad landing.
-- Will Rogers
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Calming Others

How?
Know customers’ “Hot Buttons”
Be polite and choose respect

Give them at least some of what they want
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What do customers want?

70% want Apology

72% Tell their story

78% Explanation

83% Assurance mistake not repeated
84% Service

69% Thank you

57% Money back
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De-escalation Techniques

On of the best ways to calm others is with your ears....
by listening to them. --Dean Rusk

e Listen

e Empathize
¢ Validate

¢ Apologize
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De-escalation Techniques

Voice

» Rate

e Volume

» Tone

o Inflection

They may forget what you said, but they will never forget
how you made them feel.

5/3/2017 "Carl W Buechner
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De-escalation Techniques
Body Language

e Posture
« Hands
e Arms

« Personal Space
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De-Escalation Techniques

Respectful Attitude

¢ Facts
¢ Nonjudgmental
e Cooperative effort

¢ Explore solutions

The most important thing in communication is to hear

what isn’t being said.
-- Winston Churchill
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e Stay calm

Safety

e Listen; repeat with understanding

e Set limits

¢ Change the focus; clarify facts; what you can do

¢ Avoid challenging posture

¢ Keep near an exit

e Pre-arranged signal with staff
¢ Get assistance; call security

e [eave the room
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e Relax

e Listen

e Empathize

® Disengage

® Discuss

e Offer solutions
¢ Get assistance
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Summary

5/3/2017
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De-escalation Results

e Effective communication
e Cooperative effort

¢ Problem Solving

e Safety

It is through cooperation,
rather than conflict, that your
greatest successes will be derived —-Ralph Charell
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g" Resources at
the State Library

Debbie Hibbard
Division of Library Services
Kentucky Department for Libraries and Archives
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Relaxation and Communication

s
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20 I R & CD Audiobook
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And a few videos...

6 e Conflict Communication Skills (DVD)

e How to Handle the Irate, Angry, Rude, and
Sometimes Abrasive Caller (DVD)

e That’s Just Rude!: Exploring the Rudeness
Matrix (DVD)
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How do | find materials?

e KDLA Catalog

o https://kdla.on.worldcat.org/discovery

e Kentucky Libraries Unbound (KLU)

o http://kdla.ky.gov/employees/downloadingmedia/Pages/default.aspx
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KDLA Catalog

IKY.GOV 4n Offcin isbate of e Commornwresti o Kenusky

‘ Kentucky Department for Libraries and Archives

Records Management ~

every year from
distracted driving

loyees

Upcoming Events & Closures

| May 29 - Memorial Day

| June 23 - Archives Research Room CLOSED l( dl i ! l O ‘ 7
] ]

| July 04 - Independence Day

| Sep 04 - Labor Day
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KDLA WorldCat Discovery

Search Kentucky Department for Libraries and Archives and beyond.

tanguoge: Leitng + Deutsch + Enaish - Esafol+ Francais * Balano + Bher - Nederangs - Pomuouds * Svenska - Sl - B0 - STIEE - BTN mming
GopyTght ©:2001-2017 CCLC.Allrights reserved

Privacy Poiicy
Tarms ana Conaitons
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Kentucky Department for Libraries and Archives

Signin

KDLA Library Account | KOLA Library Account Number
Number

Password Passwor

EXD [cocel
Ssoresst omsucrs

Tsanoir
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KDLA WorldCat Discovery

KDLAWGAICa Discovery

Import My Lists
My Personsl Lists

ou

Search Kentucky Department for Libraries and Archives and beyond.

Language: {adsng - Deutcn - Engian - Esoahol+ Erancass - Basano - Mion - Negenancs - Poruguds - Senwac BEE - PR ST - SO - gl

Copyright © 2001-2017 OCLC Al ighis reserved.
Privacy Policy

Terms and Condiions

send Foodback
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angry customer
KDLA WorkdCat Discovery
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Place Hold

DEBBIE, you are requesting a hold for

[ Print book ©2005
Database: WorkdCat
Held by: Kentucky Department for Libraries and Archives

Pickup location
Send to my office *

(® Set hold schedule (optional)

19



7~ | Kentucky Libraries Unbound

An Offcad Websie of the Commomwealh o Kentucky
.gov

Kentucky Department for Libraries and Archives

Acchivists ~ Researchers ~ State Employees ~ Records Mana
State Employees

Ask a Librarian

Research Databases

Training Events Calendar for State Employees
Archived Training Sessions

Library Account Application

Collecti

The Kentucky Talking Book Library relies on volunteers to record books with a connection to the Commonw  Resource Lists
our users who have visual or physical disabilities. Thirty volunteers currently work to record and edit digitt  Kentucky State Publications

books. To thank them for their hard work (more than 700 hours so far this year!) KTBL held a luncheon inth

KDLA WorldCat Discovery
on June 3rd. Kentucky Poet Laureate George Ella Lyon was the keynote speaker. She read some of her woncanas

kindly recorded the title poem from her book re I'm From for inclusion on the talking book edition.

Photo caption: George Ella Lyon in the recording studio.

[ _elele]

Upcoming Events
I Sep 05 - Labor Day
I Nov 08 - Presidential Election

| Nov 11 - Veterans Day
5/3/2017

I Nov 24 - Thanksgiving

Kentucky Libraries Unbound

Kentucky Department for Libraries and Archives

Archivists Researchers State Employees Records Management

Downloading Audiobooks and Ebooks £ Home

b KDLA Catalog
State government employees can download digital audiobooks and ebooks due to a partnership agreement
with Kentucky Libraries Unbound (KLU). Members of the general public should check with their Jocal public P e-Archives

libraries about downloadable digital resources available to them. » Aska Libenrian

b Public Library Directory
You may download resources over the Intemet using your home computer or personal devices.
If you want to download titles at work, you must adhere to your agency’s IT policies. You P Kentucky Library Job
=" cannot use any library's public computers to download titles. List

b Records Retention
Schedules

Before you start:
P Kentucky Talking Book
- You must have a valid State Library account to download titles. If you need to sign up for an account, Libeary

apply here.
1f you have lost your account number, contact the Reference desk through Ask a Librarian or by calling
502.564.8306 or 800.928.7000.

Getting Started in Ki

a
H
3
2

Set up/Lof
Select "KY Dept for Libra

Tount” in the top right hand corner).

s and Archives” as your library. When prompted, enter

your State Library account number and password.

Getl

ng ready to download:

Audiobooks: Install the
 Ebooks: Instal

app on your computer If you need help, send your
question by email through the Ask

alibrarian service. The reference
Kindle books: You will need a free Amazon account, Kindle device or the Kindle reading app ‘staff will be happy to assist]

on your computer

Use the “Help” link in the top right hand comer for more detailed instructions. Select the OverDrive
o finkd P o ! 017 Get Ready: Browse!

Help tab for how-to videos on getting started and downloading titles. Checkout! Download!
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Kentucky Libraries Unbound

\\\ Kentucky Libraries Unbound
eBooks - audiobooks « and more

Subjects  Collections ~  Kids

New to the site? Learn more here and share your site feedback.

Popular Trilogies

AVALABLE
ROBIN HOBB

h‘ii

Royal Assassin
Robin Hob

Assassin’s Quest The Countess's Client 1
o Robin Hobb y Alison Richardson

3 AuDioBooX €3 AuoioBooX 0 esoox

BORROW

BORROW BORROW BORROW BORROW

Just added >

S | ad

More KDLA Services

g e Interlibrary Loan I

o Get materials we don’t
have in our collection

Kentucky G Employee Inf
Request

e Ask A Librarian

with research, etc.

5/3/2017 ... wrtaa Comectith KDLA

GO OO

o Ask a question, gethelp ~ . . S
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/ KY. GOV O vetate e Conmancathf kesmcty

‘Kentucky Department for Libraries and Archives

Researchers ~ State: s Management ~

Thousandsd
gvery year from

Upcoming Events & Closures

I May 29 - Memorial Day
I June 23 - Archives Research Room CLOSED
Imym ndependence Day

|$¢peo—\abm Day
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Thank you for attending!

To get the PDF: Call KEAP at:
« In the Files box, click . 502-564-5788

“Defusing PDF” . 800-445-5327
+ “Download File(s)” . httpi//personnel.ky.gov/emprel/keap/
+ In the pop-up window:
*+ “Click to Download” Call KDLA at:
§ Save” . 502-564-8306
+ 800-928-7000, option #3

- KDLAReferenceDesk@ky.gov
ﬁ facebook.com/kystatelibrary

* Choose where to save

- (‘save”

p—
L4 @KYStateLibrary
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