Parent's Information & Resource Center, Inc.

	Procedures for Handling Emergencies

Verbal De-escalation & Aggression Control


Purpose:
These procedures address how to respond to threatening and abusive client behavior directed toward other clients or PIRC employees.  All PIRC staff members are to initiate these procedures immediately upon observing abusive behavior that potentially endangers others staff or clients.

Every staff person can help ensure the safety of others.  All clients should enter and remain in the reception area until escorted by a staff person to their office.  If you observe someone unfamiliar to you walking in the hallways, stop and ask them if you can assist them.  Escort them to the staff member's office or into the reception area.  As a co-worker, if you sense that conversation may be escalating, calmly intervene and escort one of the individuals to a separate area.   Nevertheless, there may be times when the situation has already gotten out of hand.  If this should happen, the procedure below should be followed.  

1. At the time the behavior is observed, the employee will attempt to verbally deescalate the situation by speaking in a calm and low soothing voice.  It is best to utilize the “ Reflecting Listening Skills Technique”.  Ask the client how they would like you to help them with the problem or situation.  If unsuccessful, the employee will immediately contact the receptionist and provide the location of the incident. 

2. The PIRC receptionist will announce "Doctor Strong to "(location)" over the office intercom.

3. Upon the chosen (senior staff person) arrival at the location, you will attempt to assess what action needs to be taken.

4. The parties involved in the altercation will be separated and moved to different locations.  Verbal intervention will continue until the situation has been calmed.  The senior staff member at the scene of the incident may authorized the receptionist to contact law enforcement.

5. Only in extreme situations, when the individual involved is physically attacking another individual and other staff or clients are in immediate danger, will the staff person attempt to intervene in the physical altercation.  Always, the PIRC staff member will attempt to verbally deescalate the situation. 

6. The affected clients will be scheduled for future appointments at later dates an/or if the client poses as a future threat for PIRC and it's employee and/or other clients will be handled on a case by case basis with the Clinical Director and President/CEO of PIRC.

7. After the incident is over, the senior staff member will call a meeting with all affected staff to review the incident.  The scope of the review will:

a. Determine what happened and how the incident escalated.

b. Assess whether and at what point the incident could have been prevented.

c. Write an incident report for the Executive Committee to review.

d. Identify if any procedural changes are needed and recommend these to the President/CEO.

e. Ensure that any workmen compensation forms (as applicable) are completed and referred to the appropriate officials for approval. 

Following the "Dr. Strong" incident, the senior staff person will contact the Clinical Supervisor\ Security Officer  and identify the location of the incident.

Outside Location Emergency Procedures

· If the employee is sent to any location to see a client in an environment where the employee feels unsafe, leave or don't go.  Call the client to reschedule at a safer location, example: office.

· If an unsafe situation arises while the PIRC employee is with a client, ex: fight between husband and wife, leave and call 911 (police).  Call the client at a later time to assess the outcome and reschedule at a safer location.

· If the client's household presents any dangers from infectious disease, rodents, insects, dogs or other animals, leave and call client back to reschedule the appointment at a safe environment and educate client on improving their living conditions.

I, _______________________________have read and understand the following PIRC Policies regarding Verbal De-escalation, Aggression Control and Procedures for Handling Emergencies.

_____________________________________      __________________________

                  Employee Name



   Date
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