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De-escalation for Medical Office Staff

An angry female patient walks into a clinic with her child. She is visibly upset and getting angry with
the staff. Equipped with de-escalation skills, the staff manage to calm her down and she leaves with
her child.
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Medical office staff are often the first point of contact in a clinic.

Patients and visitors may be coping with illness, fear, anger, or frustration, and sometimes those
emotions can lead to challenging interactions.

Strong de-escalation skills help staff respond calmly, reduce tension, and prevent situations from
escalating.

The goal is simple: help people feel heard so problems can be resolved safely and respectfully.
Use our De-escalation Operational Guide, HEARD+D tool, Quick Reference Dos and Don'ts posters,

and realistic video, audio, and script-based scenarios to build confidence and practise responding to
difficult situations.
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