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          EExxpplloorree  ssppeecciiffiicc  aapppplliiccaattiioonnss  tthhaatt  eeaacchh  ppeerrssoonn  mmiigghhtt  uussee  ffoorr  tthheeiirr  ddeeppaarrttmmeenntt 
 

1. When a situation arises where you require assistance from your team, a code assist team, or 
security, what’s the first action that you would take?        
              
               
 

2. When a potential violent incident bbeeggiinnss  ttoo  eessccaallaattee,,  ddoo  yyoouu  tteenndd  ttoo  wwaanntt  ttoo  hhaannddllee  tthhee  ssiittuuaattiioonn  

oorr  ppeerrssoonn  yyoouurrsseellff,,  oorr  ddoo  yyoouu  ffeeeell  ccoommffoorrttaabbllee  rreeqquueessttiinngg  aassssiissttaannccee  ffrroomm  ccooddee  tteeaammss  oorr  

sseeccuurriittyy??              
               
               
 

3. DDoo  yyoouu  eexxppeerriieennccee  wwaayy  ttoooo  mmaannyy  ppootteennttiiaall  oorr  rreeaall  vviioolleenntt  iinncciiddeennttss  wwiitthhiinn  yyoouurr  ddeeppaarrttmmeenntt,,  oorr  

nnoott  tthhaatt  mmaannyy,,  aanndd  wwhhyy  ddoo  ffeeeell  tthhiiss  tthhee  ccaassee  ffoorr  yyoouu,,  yyoouurr  ssttaaffff  aanndd  yyoouurr  eennvviirroonnmmeenntt??    

                            

                            

                             
 

4. In your opinion, do you feel that your team within your department, as well as the code assist 
team that responds to your department, are effective?       
              
               
 

5. WWhhaatt  aarree  ssoommee  ooff  tthhee  aassssaauullttiivvee  iissssuueess  tthhaatt  yyoouu’’vvee  eennccoouunntteerreedd  wwhhiillee  wwoorrkkiinngg  wwiitthhiinn  yyoouurr  

eennvviirroonnmmeenntt  tthhaatt  hhaavvee  rreeqquuiirreedd  aa  hhiigghheerr  aaccuuiittyy  rreessppoonnssee??            

                            

                             
 

6. What are some of the differences between a High Acuity Response and a Regular Response as 
it pertains to your environment?          
              
               
 

7. In your opinion, have these higher acuity incidents ended well or badly overall and what were 
the weaknesses or strengths that made it go either way?      
              
               
 

8. In your opinion, what can usually be done differently to ensure better outcomes for incidents 
that do not go well?            
              
               
 

9. Have you yourself either demonstrated or witnessed inappropriate team responses to situations 
that went badly and if so, what were they?        
              
               
 



10. Why do you think this incident was an inappropriate response and, in your opinion, are there 
typical common denominators to less than appropriate team responses?    
              
               
 

11. What would have been a better team response that would have resulted in a better outcome?  
               
               
               
 

10 Guidelines for Assessing and Avoiding Negative Response Team Outcomes 
 

1. Is there Imminent Danger to Self or Others and to what degree?    (In what ways would you assess 
this when faced with a person or situation that you may need to respond as a team?)   
              
               
 

2. Try to Understand the Person or Situation that you’re faced with.  (What examples can you 
provide regarding this when faced with a person or situation that you may need to respond to as a 
team?)              
              
               

 
3. Try to Understand your Reaction to the Person or Situation that you’re faced with.  (What do we 

mean by this and why is it so important?)         
              
               

 
4. Try Not to focus on the Behavior…Focus on what’s Behind the Behavior…There’s usually 

something behind the Behavior that’s causing it.  (Share an example of how we sometimes focus 
on the behavior instead of what’s behind it.)         
              
               
 
 
 
 
 
 
 
 
 
 

5. Try Not to tell them what to do or demand their compliance…Try to Ask for their compliance 
instead.  (What have you personally done or seen while responding to an escalated person or situation 
that would prove this does not work well?)         
              
               
 
(What are some known HOT WORDS or TRIGGER PHRASES that can make a situation go badly very 
quickly when the team is expecting them to cooperate or follow directions?)     
               
               

          HHOOTT  WWOORRDDSS 
 
 
 
 



6. OOnnee  TTeeaammlleeaaddeerr  sshhoouulldd  bbee  nneeggoottiiaattiinngg,,  nnoott  sseevveerraall……IIff  mmoorree  tthhaann  oonnee  ppeerrssoonn  iiss  ttrryyiinngg  ttoo  ddee--
eessccaallaattee  tthhee  iinnddiivviidduuaall,,  iitt  ccrreeaatteess  aa  CCoonnfflliicctt  ooff  FFooccuuss..    ((How many times have you witnessed too 
many people talking during a team response and then spiral out of control?)(Describe what you saw) 
              
               
 
(How many staff should be talking to the agitated patient and why is this the case?)   
              
               
 

7. TTrryy  ttoo  iinniittiiaattee  aa  PPllaann  bbeeffoorree  eenntteerriinngg  iinnttoo  aannyy  ppootteennttiiaallllyy  vviioolleenntt  ssiittuuaattiioonn..    ((When you initiate a 
team response when faced with an aggressive person or situation, do you typically have an established 
team plan or protocol, prior to those responses, or does your team usually create a plan as you 
respond?)              
               
               
 
(How many times during team responses have you witnessed the situation going badly because there 
is not an established plan that everyone is aware of?)       
              
               
 
(How can your team become better, safer, and more effective in responding to, de-escalating, or 
containing a volatile person or situation?)          
               
               
 

8. Work as a Team…Everyone has a role to offer in helping to de-escalate the situation.  (In your 
opinion, does the response team you utilize to de-escalate or contain a volatile situation within your 
facility act as a cohesive and effective team, or does there need to be some improvement with this?) 

                      ((SShhaarree  EExxaammpplleess  oorr  yyoouurr  OObbsseerrvvaattiioonnss))                    
                                
                                
  

9. Reactive Thinking always creates Primitive Responses…Critical Thinking allows a person to 
help solve the situation by prompting you to ask yourself questions of why the individual might 
be upset and what you can do to help them communicate their needs.  ((CCaann  aannyyoonnee  eexxppllaaiinn  tthhiiss  
aanndd  hhooww  iitt  rreellaatteess  ttoo  yyoouurr  rreessppoonnssee  tteeaamm??))                  
                            
                             

 
10. Try to always focus on the power of De-escalation, rather than giving into the weakness of Over-

Reaction. TThhiiss  iiss  nnoott  aann  eeaassyy  tthhiinngg  ttoo  ddoo,,  ssiinnccee  oouurr  bbrraaiinnss  aarree  hhaarrdd--wwiirreedd  ttoo  rreeaacctt  ttoo  tthhrreeaattss  uurrggeennttllyy  
aanndd  rreessppoonndd  wwiitthh  ffoorrccee  ttoo  kkeeeepp  oouurrsseellvveess  ssaaffee,,  oorr  ttoo  ssttoopp  tthhee  tthhrreeaatt..    (Have you or your response team 
ever fallen short with this and were you or your team able to correct the over-reaction, or did the 
situation end poorly and what was the cause?)        
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escalation    =   Better and Safer Outcomes 

   
   
  



 
 
 
 
 
 
 
 
 
 
 
 

B.EN.D. MODEL 

 
What are the five stages of the Situational Stairway within the B.E.N.D. Model? 

1. ____________________________________________________________ 
2. ____________________________________________________________ 
3. ____________________________________________________________ 
4. ____________________________________________________________ 
5. ____________________________________________________________ 

 
Please list the 12 Elements of Active Listening 

1. __________________________________ 
2. __________________________________ 
3. __________________________________ 
4. __________________________________ 
5. __________________________________ 
6. __________________________________ 
7. __________________________________ 
8. __________________________________ 
9. __________________________________ 
10. __________________________________ 
11. __________________________________ 
12. __________________________________ 

 
How is the Conflict Resolution Model best used for? 
(Answer)              
                
 
What two criteria are the deciding factors demonstrated from a patient, in order for the staff to be able 
use physical evasive techniques or conduct any kind of physical intervention?     

1.        
2.               

               
Learn, demonstrate and practice therapeutic, team-oriented physical responses toward an assaultive 
situation in order to de-escalate, establish control or contain a person or behavior. 
(How  ddoo  yyoouu  ppeerrssoonnaallllyy  ccoonnttrriibbuuttee  dduurriinngg  aa  hhiigghh  aaccuuiittyy  iinncciiddeenntt  tthhaatt  hheellppss  ttoo  ccrreeaattee  aa  ssuucccceessssffuull  oouuttccoommee??))  

                              

                               
 

((DDiissccuussss  aannyy  vvaalluuaabbllee  lleessssoonnss  tthhaatt  yyoouu  hhaavvee  lleeaarrnneedd  oovveerr  tthhee  yyeeaarrss,,  eeiitthheerr  wwiitthhiinn  hheeaalltthhccaarree  oorr  ssoommeewwhheerree  

eellssee  tthhaatt  hhaass  hheellppeedd  yyoouu  bbee  ssaaffeerr  aanndd  ppeerrffoorrmm  bbeetttteerr  iinnddiivviidduuaallllyy  oorr  aass  aa  tteeaamm  mmeemmbbeerr  wwhheenn  ffaacceedd  wwiitthh  aa  

ppootteennttiiaallllyy  vviioolleenntt  ssiittuuaattiioonn..))                        
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