
DE-ESCALATING 
THE ANGRY CLIENT 
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CRISIS  INTERVENTION VS  
CASE MANAGEMENT 
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The Changing of them to WE 
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 De-escalation Strategies 



•DON’T ALLOW 
POWER STRUGGLE 



CONTROLLING BEHAVIOR 
YIELDS FROM FEAR-REMAIN 

NON-THREATEN 
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                  IT 
ISN’T  ABOUT 
YOU 

MONITOR TONE AND  PACE 

MAINTAIN  OPEN BODY LANGUAGE 

AVOID BECOMING DEFENSIVE 

AVOID NEGATIVE FACIAL CUES 



              
VALDATE 
THEIR ANGER 
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Listen 
 
REFLECTIVE LISTENING 
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            PROBLEM              
IDENTIFICATION  

WHO’S PROBLEM IS THIS 

THE PROBLEM IS NOT YOUR’S  UNTIL  YOU MAKE IT YOUR 
OWN 

THE PROBLEM IS BIGGER THAN THE IMMEDIATGE CRISIS 

This Photo by Unknown Author is licensed under CC BY-
SA-NC 

http://creducation.net/resources/problem_solving_skills/defining_the_problem.html
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/


                     Problem solution 
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