Psychosocial Health and Wellbeing at Work

PRACTICE SCENARIO - COLE AND THEO 20mins De-escalation Strategies

Instructions: Read scenario and discuss — go to your workbook page no. 20 for ideas. Then answer
the questions below.

Theo is a participant who is feeling very let down and agitated about a provider who he believes has
‘ripped him off’. The conversation is taking place over the phone and Cole can hear him pacing up and
down as he speaks. Cole is trying to establish if there has been a breach of service and needs Theo to
be calm so they can ask questions and get the facts. Theo has started talking about his experiences
but instead of being able to calmly provide a narrative of events, he is jumping from situation to
situation, his thoughts do not seem to be connected and he keeps repeating things without
establishing what situation he is referring too. One minute he is describing a conversation he had with
the provider, the next he is describing an interaction he had with a Support Worker in his home. There
does not seem to be any particular event he is focussing on, just a string of incidents. He keeps
repeating “they just rip me off, all the time, ripping me off, dirty thieves!” Cole keeps interjecting to ask
questions and Theo just seems to be getting more agitated. Cole lets a bit of frustration enter their
voice and says: “Look, Theo, | really need you to calm down!”

Theo goes quiet for a moment then says in a dark voice: “Did you just tell me to calm down? Do you
know how many times I’ve had to ring about this!” — Theo’s voice is now very high and loud, he
continues: “What the hell do you people do over there! YOU CAN &&"% CALM DOWN!” Theo has now
built up a real head of steam.

Questions:

What signs is Theo showing that he is not able to regulate his emotions?

What did Cole do that was unhelpful?

What verbal or non-verbal skills should Cole employ?

How can Cole show/tell Theo that they have some skills to help him?




What de-escalation technique might Cole employ here?

How can Cole keep themselves calm?

When should Cole hand over to a senior manager?




