Identifying & Responding to Aggressive Behaviors
  

I.
Introduction of Program Content

A.
The Purpose of this program is to give stakeholders skills to avoid escalating, and where appropriate, the ability to re-direct aggressive behaviors that potentially might result in disruptive consequences, including the possibility of physical violence.
C.
A Discussion of the limits of this approach with respect to actual or imminent physical violence. 
II.
The Interpersonal Dimensions of Aggression

A.
Communications Model.
1.
Person A must be willing to send a relevant message to person B.

2.
Person B must be willing to receive that message.

3.
Person B must be willing to send a relevant message in response.

4.
Person A must be willing to receive that message.

B.
The dynamics of interpersonal conduct: “What goes around, comes around”.
III. 
Recognizing aggressive behaviors
A.
Identifying aggressive behaviors.

1.
Verbal

2.
Non-verbal
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B.
Interpreting aggression: Understanding words and non-verbal expressions in context. 
1.
Example 1: “I’m going to kill you! (non-threatening)

2.
Example 2: “I’m going to kill you! (threatening)
 

IV. 
Appropriate Responses to Aggressive Behaviors
A.
Avoid provoking behaviors: “First, do no harm”.
 
Someone who enters may not be angry or aggressive, but may be provoked into that situation; or, the person may already be angry, and provoking behaviors might cause the person to engage in a violent behavior.
1.
Example 3: Tone of voice (Patronizing; Condescending)
2.
Example 4: Volume of voice (Cultural differences)
3.
Example 5: Posture (Hovering; Personal space)
4.
Example 6: Eye contact/Body position (Dismissive)
5.
Example 7: Defensive responses 

B.
Redirecting the aggression and solving the problem: “Create a soft landing”.
1.
Example 8: Listening actively
2.
Example 9: Expressing empathy

2.
Example 10: Focusing on a solution

V.
Summary & Evaluation
