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De-Escalation Learning Objectives
Building Competence in De-escalation Techniques and 

Practices

Recognize and 
assess escalation 

triggers 

Develop active 
listening skills

Learn collaborative 
problem-solving 

strategies

Importance of 
Empathy

Prevent 
Escalation



• Using techniques and strategies to reduce the 
intensity of a conflict or a customer’s frustration.

• To decrease in extent, volume, or scope.

What Does “De-Escalate” 
Mean to You?



What Leads to Escalation?

Potential triggers: 
• Unmet expectations
• Long wait times to see providers
• Lack of scheduling options
• The late arrival rules
• Availability of prescriptions
• Billing disagreements
• Disagreement or frustration in the plan of 

care



Recognizing Escalation

• Agitation
• Raised voice
• Rapid breathing
• Clenched fists
• Defensive posture
• Red face



L- Listen actively
E- Empathize
A- Ask questions
R- Respond with options
N- Negotiate and follow up

The LEARN Model



• Build trust
• Customer feels truly heard 

and understood

The Importance of 
Active Listening



• Paraphrasing - Restating in your own words.

• Reflect emotions - Acknowledging speakers 
emotions. 

• Ask clarifying questions -To better understand  
details.

Active Listening - Verbal Techniques



• Encourage Sharing - continues the conversation.

• Summarize - Briefly review key points.

• Validate - Affirming their experience or feelings.

Active Listening - Verbal Techniques



Verbal Technique Examples
• Paraphrasing - “So what I’m hearing is that you’re 

overwhelmed by your medical costs.”

• Reflect emotions - “It sounds like you’re frustrated with the 
process. I can understand.”

• Ask clarifying questions - “Can you help me understand what 
you meant when you said the process was confusing?”



Active Listening - Verbal Techniques
• Encourage sharing - “That’s interesting, 

please tell me more.”

• Summarize and validate - “I understand the 
changes feel overwhelming. Many patients 
feel the same, but the doctor’s 
recommendations are in your best interest.” 



• Eye contact
• Nodding
• Facial expressions
• Body posture
• Avoiding distractions
• Silence

Active Listening Non-Verbal Techniques



What Gets in the Way of Active Listening

1.  Interrupting or thinking ahead

Challenge: Planning your response 
while the other person is still talking.

Impact: You miss key details and 
may respond inappropriately



What Gets in the Way of Active Listening

2. Mental Distractions

Challenge: Being preoccupied with 
personal thoughts, to-do lists, or stress

Impact: Reduces your ability to fully 
engage with the speaker



What Gets in the Way of Active Listening

3. External Distractions

Challenge: Phones, background noise, 
or multitasking

Impact: Breaks the flow of 
communication and signals disinterest



Stay Calm
• Take a deep breath before responding. 
• Use a steady, respectful tone. 
• Avoid acting emotionally.

Listen Actively
• Let the customer speak without interruption.
• Use verbal cues: “I see,” “Go on,” “That makes sense.”
• Reflect and paraphrase to confirm understanding.

How to Prevent Escalation



Show Empathy
• Acknowledge their feelings: “I understand this is 

frustrating”
• Validate their experience without assigning blame

Take Ownership
• Use “I” statements: “I’ll look into this for you”
• Avoid deflecting or blaming others

How to Prevent Escalation



Focus on Solutions
• Ask: “What would a good outcome look like for you?”
• Offer clear next steps or alternatives

Set Boundaries Respectfully
• Stay professional if the conversation becomes aggressive
• Redirect to problem-solving: “Let’s focus on what we can do 

next”

How to Prevent Escalation



Know When to Escalate Internally
• If the issue is beyond your control, involve a supervisor early
• Brief them with context to avoid repeating the issue

How to Prevent Escalation



Empathy





Collaborative Problem Solving

Offer Choices or Next 
Steps

• Empower the customer 
with options.

“Would you prefer a callback 
or an email update?”

Focus on What You Can Do
• Shift the conversation 

toward solutions.

 “Here’s what I can do right now 
to help resolve this.”



"I can see how that would be 
upsetting. Let’s take a closer 

look and see what went 
wrong."

I want to make sure I fully 
understand your experience. 
Can you help me by walking 

me through what happened?"

"Although I’m unable to 
change this decision, I’d be 
happy to walk you through 

any next steps or alternatives 
that might help."

"I hear your concerns, and I 
want to try to make this right. 

Let’s go over the details 
together."

Problem Solving



Things to Avoid

• Arguing or becoming defensive
• Making promises you can’t keep
• Continuing the conversation when it’s no longer 

productive



Yawʌˀkó· 
(Thank you)

for your 
participation.
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