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Appendix D Techniques for Managing Challenging
Behaviour
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Do:

Try to keep calm

e Match the person’s mood, but not their behaviour

e Concentrate on your breathing, keep it deep and slow to reduce the rigidity of your body

¢ Position yourself so that you both have a clear way out of the room. This also gives the person
a face-saving way out of the situation by allowing them easy access to the door.

e Encourage them to talk out their anger rather than act it out

e Letthem know you are listening by providing feedback for example “I see”, “yes” and encourage
talk by asking open questions “How can we sort this out?” and “What can | do to help?” Keep
sentences simple.

e Use their name as often as possible and maintain eye contact

¢ Respect their personal space

¢ If you are going to move about then tell them before you do it

o If the person is holding anything that could cause harm ask them to put it down and
¢ Repeat the request if necessary

o |f appropriate, ask other people to draw back and not interfere
¢ If you feel you cannot contain the situation, get help as soon as possible

e Be aware of your own body language and verbal responses — a dismissive, uncaring attitude
can make the situation worse

e If you are able to safely guide the person to a safe space, outside of the building or to a side
room to safeguard your other members from any disruptive behaviour.

Do not:

Panic

Argue or be confrontational

Attempt physical contact

Invade the person's personal space or move suddenly towards them
Approach them from behind

Show anxiety or fear

Take personal offence at an accusation

Feel you are to blame

Use physical restraint unless absolutely necessary

Last resort:

If you feel in danger, then call the police.
If you feel they are a danger to themself, call an ambulance and police.



