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THE ART OF DEFUSING CONFLICT: DE-ESCALATION TECHNIQUES
FOR TRANSIT OPERATORS
Requirements
In order to teach this course and be able to print certificates you must meet the following criteria:
1) Be employed by a transit system
2) Job function as an instructor, supervisor, or manager

About This Course
This training course was developed in cooperation with the Florida Department of Transportation and the Florida
Transit Safety Network and produced by the University of South Florida’s (USF) Center for Urban Transportation
Research (CUTR).
This guide was designed to be used by public transportation system training instructors who have successfully
completed the online “The Art of Defusing Conflict: De-Escalation Techniques for Transit Operators” computer-based
training program.
The first column of the guide identifies the Microsoft PowerPoint slides that correspond to the topics that will be
discussed. The italicized text provides detailed instructor facilitation information including questions for participants,
facts and figures, and group activities and exercises.
This training program may be customized to include agency specific policies, procedures, and videos. There have
been place holders inserted into the PowerPoint presentation to allow an instructor to insert their agency’s policies
and procedures. It is critical for instructors to thoroughly review each element of their agency’s policy on customer
service, fare collection and evasion, unruly passengers, intoxicated passengers, and operator conduct and for
participants to clearly understand these policies.

Course Goal (Terminal Learning Objective)
The goal of the The Art of Defusing Conflict: De-Escalation Techniques for Transit Operators course is to teach public
transportation employees about techniques to defuse stressful passenger situations. In addition, participants will
learn about their agency specific rules, policies, and restrictions; and how best to handle difficult situations while
operating a public transit vehicle, as well as relevant state laws and regulations.

Course Objectives (Enabling Learning Objective)
At the conclusion of this training course, participants will be able to:
•
•
•
•

Define the terms “conflict” and “de-escalation”
Identify situations that can cause passenger frustrations and recognize ways to reduce stressors
Demonstrate techniques to defuse stressful situations to achieve positive outcomes
Interpret state laws and agency policies with regard to difficult passengers and situations

Assessments
Pre-test, pre-test answers, final exam, and final exam answers can be found at the end of the instructors guide.

Materials and Equipment
White board, computer (with Microsoft PowerPoint), LCD projector, and computer speakers

Printing Certificates
After each training class, the instructor should print “certificates of completion” for each training participant and file
them in their employee file. Additionally, a list of training participants must be sent to zavacki@cutr.usf.edu within
30 days of the training class.
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SLIDES 1-2: WELCOME
Housekeeping items: Restrooms, emergency exit, vending machines, etc.
Instructor and participant introductions
Overall course time: 90 minutes
Developed in cooperation with the Florida Department of Transportation and the
Florida Transit Safety Network.
Distribute pre-test, it is available for duplication at the end of this instructor’s manual.
The answers for the pre-test are available immediately following the pre-test.

SLIDE 3: COURSE OVERVIEW
Welcome participants and identify the goals established for the training class.
•
•
•
•

Teach transit operators techniques for de-escalating situations
Learn the verbal and physical cues for situational awareness
Learn agency’s policies and procedures with regard to fare disputes and other
types of passengers
Learn relevant state laws and regulations in place to help protect you from
assault

Operator assaults have become an ever increasing issue. The safety of our
employees is our top priority. Fare evasion, angry and upset passengers, rude
behavior, and violence are all issues that our operators can face on a daily basis.
Knowing how to handle these situations can affect you, not only as a professional
operator, but also as a potential victim of an assault. This course was developed to
raise the awareness of operator assaults and to ensure your safety, as well as the
safety of others.
This course introduces public transit professionals to key indicators that an event is
likely to occur (both verbal and physical), and how best to defuse the situation. We
will also learn about our state’s laws that protect public service employees against
assault and our agency’s policies.

SLIDE 4: COURSE OBJECTIVES
By the end of this training course, participants will be able to:
•
•
•
•

Define the terms “conflict” and “de-escalation”
Identify situations that can cause passenger frustrations and recognize ways to
reduce stressors
Demonstrate techniques to defuse stressful situations to achieve positive
outcomes
Interpret state laws and agency policies with regard to difficult passengers
and situations

It is important for this class to be interactive. Encourage participants to ask questions.
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SLIDE 5: CUSTOMER TYPES
Some of the customer types include:
•
•
•
•
•
•
•

Families
Students
Transient/homeless population
Passengers with disabilities
Elderly
Adolescents and
Business professionals

As you interact with each of these types of passengers you may need to adjust
your behavior and attitude. Fortunately providing excellent customer service relies
on doing simple things. This requires you to treat your customers in a respectful
and polite manner, and it also requires you to remember that you are the face of
your entire organization. You should show up to work professionally dressed, well
rested, cool, calm, in control, and ready to perform your duties.

SLIDES 6: 7 BASIC NEEDS OF A TRANSIT PASSENGER
As a transit operator, you provide a service to the entire community, so it is not
as simple as getting people from point A to point B. You are required to be
professional and polite while dealing with a variety of people and personalities.
All customers want to feel welcomed, valued, and appreciated.
Think about times you are a customer and how you want to be treated. Your
customers want to be treated the same way.
There are many types of passengers, but all passengers have the same seven
basic transportation service expectations:
Reliability – a consistency of transit waiting and travel time makes the transit
system more reliable
Safety and Security – freedom from harm resulting from unintentional or
intentional acts or circumstances
Convenience and Accessibility – transit that is easy to use and meets the needs of
customers
Cleanliness and Comfort – vehicles, facilities and stops are free of garbage, odors
and graffiti with amenities such as seating, lighting, and trash receptacles to help
customers feel comfortable
Simplicity – all customers can easily and quickly learn to use the transit system
Affordable – while striving to keep costs down for all customers, rates could
be lowered for customers with different “abilities to pay,” such as persons with
disabilities, senior citizens, or students
Friendliness and/or Empathy – customers should feel that the transit system cares
about their transportation needs and all staff should be knowledgeable and
willing to listen to and answer customer questions
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SLIDE 7: MAKING A FIRST IMPRESSION
Ask participants this questions and write their responses on a white board, or any
other multimedia board. How do you make a good first impression?
Making a good first impression happens within the first second of any interaction.
This first impression is evaluated based on your appearance, body language,
demeanor, and mannerisms. Greeting a passenger with a warm and confident
smile will put both you and them at ease.
We often mimic the behavior of those around us. For example, if you are
attending a concert and there is a standing ovation, you stand because others did
and you feel compelled to stand too. Something to think about: operators who
smile at passengers are likely to get a smile back. The way we present ourselves to
others may be as successful as our verbal communication methods we use to defuse
any potential conflict.

SLIDE 8: DISCUSSION
Ask participants this question and write their responses on a white board, or any
other multimedia board. How can the satisfied customer have a positive effect on the
operator, the customers, and on the transit agency and its public image?
The effects of a satisfied customer:
•
•
•

For you the operator, customer satisfaction influences your job security and
fulfillment and maintains a pleasant working environment.
For the customer, satisfaction leads to loyalty to the transit service and a
consistent choice of transit for mobility.
For the transit agency, satisfaction includes long term customer loyalty and
increased ridership.

Your job is complex and demanding. It can be stressful, unpredictable, and
sometimes even dangerous. It is also important work that impacts people’s lives.
The way you handle stress and conflict has a huge impact on not only your own
personal safety and the safety of the public, but also your well-being. Working
with an angry customer is never easy, but how you assess the situation and respond
can help maintain a safe and pleasant working environment.

SLIDE 9: DISCUSSION
Ask participants this question and write their responses on a white board, or any
other multimedia board. How can an unsatisfied customer have a negative effect on
the operator, the customers, and on the transit agency and its public image?
The effects of unsatisfied customers:
•
•
•

For you the operator, lack of customer satisfaction can be the reason for
discipline or possible loss of employment, and negatively impact your mental,
emotional or physical health.
For the customer, lack of satisfaction can cause frustration and loss of reliable
transportation.
For the transit agency, lack of customer satisfaction can negatively affect its
reputation and increases the number of customer complaints.

During this class you will learn some techniques and strategies to help you get
through those tough situations.
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SLIDE 10: JUST THE FACTS
According to the Bureau of Labor Statistics and the National Institute for
Occupational Safety and Health, there is an increased risk of workplace violence
for transit workers because they have direct contact with the public, have mobile
workplaces, work in community settings, deliver passengers, handle money, and
work in small numbers.
It is important for us to learn how to manage our level of distraction while operating
a transit vehicle. Safety first!

SLIDE 11: JUST THE FACTS
Between 2013 and 2015 there were a total of 4,406 conduct-related incidents at
15 of Florida’s transit systems.
Of those incidents, 348 were assaults on transit operators, including spitting. Other
examples of conduct-related incidents included:
•
•
•
•
•
•

disorderly conduct
fare disputes
verbal threats
objects thrown at the bus
vandalism
indecent exposure

SLIDE 12: INTERACTION TYPES
As you proceed through your daily work you’ll have many types of interactions.
There are three main types of interactions that could cause conflict during your
day:
•
•
•

Passenger versus operator
Passenger versus passenger, and
Operator versus operator

SLIDE 13: IN THE NEWS
Discuss some incidents that have happened in the public transportation industry as a
result of passenger and operator conflict.
Some recent incidents have made the news…
•
•
•
•

PSTA bus driver punched in face over $2.25 fare (June 2016)
HART bus driver badly hurt after being beaten by passenger (June 2014)
Broward bus driver suspended after being beaten by passenger (September
2015)
Former Miami-Dade bus driver wants his job back after altercation with rider
caught on camera (August 2016)

The commonality between all four of these incidents is conflict over fare. The
passenger in the first article attempted to use an expired student ID to receive
free bus fare, the passenger’s fare card in the second event wasn’t working and
he refused to pay, the third passenger tried to use a tampered bus pass that
had the dates changed, and in the last incident the passenger was upset about
a transfer pass.
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SLIDE 14: WHAT IS CONFLICT?
Conflict is a disagreement in which the people involved see a threat to their needs,
interests, or concerns. A key element of conflict is the idea that each person may
have a different perception of any given situation.
We all know when we are in conflict. We have all experienced the damaging
effects of conflict in terms of words said, actions taken, and injury suffered.
People experience conflict regardless of time, place, or culture – it is part of what
makes us human. Conflict shows itself in all human activity and in every relationship
we create.
Conflict will always be with us, but it does not have to be destructive. The key
is to manage it. When conflict is handled properly, the negative effects can be
minimized, and positive effects may result.
As part of this course we are going to spend time discussing and looking at
situations that affect you as a transit operator. When we are not adequately
prepared, certain events might cause us to lose our cool. Here, you will learn
some key tips on how to maintain control and keep a bad situation from
becoming worse.

SLIDE 15: DISCUSSION
Ask participants this question and write their responses on a white board, or any
other multimedia board. What situations might cause conflict during your shift?
Some of the examples may include:
•
•
•
•
•
•
•
•
•
•
•

Rudeness or profanity
Fare disputes
Delays in service
Missed stop
Trying to bring food or drink on board
Trespassing
Vandalism
Unwanted or unsolicited advances or harassment
Objects being thrown
Attempting to bring unapproved items on board, and
Poor hygiene of customers

SLIDE 16: TRIGGERING EVENTS
In conflict there is a triggering event, an incident which is perceived as a threat
by the individual. Two types of triggering events are fear inducing events and
frustrating events. A fear inducing event is defined as an event where the
individual feels threatened or is about to lose something of value (examples
include your health, well-being, or social status). A frustrating event is defined as
an event where the person feels their needs are not being met.
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SLIDES 17-18: DE-ESCALATION
De-escalation is when we use communication skills to calm a person who is angry,
out of control, or disturbed. If you take proper charge of a situation, it can reduce
the possibility of violence. These techniques can be used not only with your
passengers and co-workers, but also with your friends and family.
The time after the triggering event occurs and before the conflict is what we refer
to as the “escalation phase” and is defined as the time when a person is making
the decision to fight or flight. The ability to successfully deploy de-escalation
techniques during this phase is critical.

SLIDES 19-20: FIGHT VS FLIGHT
One type of stress response is known as fight or flight and occurs during acute
stressor situations. During extremely stressful events your body releases adrenaline
into your bloodstream, giving your brain bursts of energy, speeding up your heart
rate, breath rate, and blood pressure. Your blood vessels expand to let more
blood flow to the large muscle groups. These physical changes to your body, or
“stress response” helps you react quickly and effectively to those stressors.
The fight or flight stress response prepares the body to either fight or flee the
threat. Stress created by a situation can actually be helpful, making it more likely
that you will be able to effectively cope with the danger.

SLIDES 21-22: STRESS
Why is your initial reaction to mimic an aggressive attitude? If you feel stressed,
you may have a tendency to think and react in ways that may exacerbate your
stress, observing and interpreting things differently than at other times. This creates
a vicious cycle. Dwelling on stressful things makes the stress continue.
There are two main forms of stress:
1. acute
2. chronic
Acute stress is the most common form of stress that comes from events that happen
in our daily lives. Chronic stress comes from situations that a person never sees a
way out of. Events that provoke stress are called stressors and cover a range of
situations.
Examples of acute stressors include remaining on schedule, lack of restroom
availability, disagreements prior to or during shift, and close-calls and near-misses.
Examples of chronic stressors include family or marital problems, financial
problems, chronic health problems, lack of sleep due to sleep apnea or other
ongoing sleep disorders.
Stress can have negative effects on us physically, emotionally, and mentally. Stress
that continues without relief can lead to headaches, an upset stomach, high blood
pressure, chest pain, problems with sleeping, and depression.
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SLIDE 23: WAYS TO REDUCE STRESS
Handling stress with food, alcohol, tobacco, gambling, or overspending can
actually end up causing more stress.
Here are five healthy techniques that research has shown to help reduce stress in
our life in the short- and long-term and to promote a healthy lifestyle.
Take a break from the stressor – If you give yourself permission to step away from
the stressor and let yourself have time to do something else, it can help you have a
new perspective or practice techniques to feel less overwhelmed. Even a 20-minute
break is helpful.
Exercise – Exercise benefits your mind, as well as your body – a 20-minute walk,
run, swim or dance session in the midst of a stressful time can give an immediate
effect that can last for several hours.
Smile and laugh – When people are stressed, they often hold a lot of the stress
in their face. A good laugh doesn’t just lighten the load mentally, it lowers your
body’s stress and boosts your mood. Lighten up by tuning in to your favorite sitcom
or video, reading the comics, or chatting with someone who makes you smile.
Get social support – Call a friend, send an email. When you share your concerns
or feelings with another person, it does help relieve stress. It’s important that
the person whom you talk to is someone whom you trust and whom you feel can
understand.
Breathe deeply – The practice of deep breathing can lower the effects of stress by
slowing heart rate and lowering blood pressure. Slowly inhale through your nose
for a count of four and exhale through your mouth for a count of four.
Ask participants this question: What are ways you can reduce your stress level while
in the drivers seat?

SLIDE 24: INFLUENCES OF STRESS
Your stress can affect your ability to use de-escalation techniques. The stress felt
by others is a factor that can escalate situations that otherwise might not spiral
out of control. Understanding how stress affects you and others, and using the
necessary skills to lower your stress level can aid in all aspects of your professional
and personal life.
The five scenarios presented on the next several slides are written in as options for
use to promote discussion of the following five de-escalation techniques. Feel free
to change them to agency specific scenarios or videos that are prevalent in your
transit system which may be more relatable to current or newly hired operators.
The scenarios should be presented in the same order to ensure applicability of the
pneumatic device, SPLAT (self-control, prevent, listen, adapt, and think).
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SLIDE 25: SCENARIO 1
You may replace the provided scenario with agency specific scenarios or videos. The
example should align with the helpful hint provided on the following slide.
Scenario 1: A passenger boards the bus and immediately states, “You’re late,
you’re always late!
Ask participants the following questions. Responses are provided below each
question. Discuss any specific agency policies which relate to the specific scenarios.
How would you respond?
•

An acceptable response could include an apology for the inconvenience using
a tone that conveys empathy. If possible, providing a proactive interaction
rather than a reactive response may eliminate the problem before it occurs. For
example, if it is visibly obvious that the passenger is frustrated before you even
open the door, an immediate apology and acknowledgement of tardiness may
prevent the scenario all together.

•

An unacceptable response may be in a tone that is much more aggressive, such
as, “be quiet and sit down or we will be even later!”

•

While it may not be your fault that the schedule is too tight, or that construction
on the route causes perpetual tardiness, it may ease the nerves of the passenger
if you apologize for circumstances out of your control.

Does the order of your response make a difference?
•

Especially when dealing with younger population cohorts, it is helpful to state the
most important information first. For example, “If you take a seat, I can get you
to your destination” is preferred over “I can get you where you want to go if you
would take a seat.”

Do you recognize your own trigger words? If yes, how do you maintain self-control
if your trigger words are used?
•

To ensure you do not react emotionally, you should recognize your trigger
words while understanding that the use of those words are meant to escalate
a situation. By maintaining self-control, you are also maintaining control of the
situation. Remember to always respond with respect.

SLIDE 26: HELPFUL HINT #1 – SELF-CONTROL
There are two different ways to respond, either being proactive or reactive. A
proactive response focuses on eliminating problems before they have a chance
to occur, while a reactive response is dependent on our emotions. Manage your
responses in a proactive manner. Spend the time to confirm their frustration and
answer their question while remaining in control of the situation.
Recognize your trigger words as a means for self-awareness. No matter what
names you’re being called or how it’s affecting the on-time performance of your
route, responding with a lack of respect will not resolve the altercation.

10

SLIDE 27: SCENARIO 2
You may replace the provided scenario with agency specific scenarios or videos. The
example should align with the helpful hint provided on the following slide.
Operator performs improper bus stop procedures and prematurely engages the
door on departure. Passenger’s arm gets stuck in the door.
Ask participants the following questions. Responses are provided below each
question. Discuss any specific agency policies which relate to the specific scenarios.
How could this happen?
•

While it is not purposeful, anticipation of entering or leaving a stop may lead to
premature closure of the door.

How would you react to this scenario?
•

An apology would be appropriate in this scenario.

•

Be sure to follow agency protocol when dealing with potential passenger injury.

What can you do to prevent this from happening again?
•

Do not leave hand on release while passengers are boarding or alighting.

SLIDE 28: HELPFUL HINT #2 – PREVENT WITH “POST-VENTION”
Responding or doing something the same way, time after time, will result in the
same response. What you learn from one bad situation can positively affect
another negative situation’s outcome. Post-vention is what you learn after an event
to prevent it from happening again. You are more likely to know what to do in an
event when you already have planned for it.
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SLIDE 29: SCENARIO 3
You may replace the provided scenario with agency specific scenarios or videos. The
example should align with the helpful hint provided on the following slide.
A frustrated rider is looking for directions/connection information.
Ask participants the following question. Responses are provided below the question.
Discuss any specific agency policies which relate to the specific scenarios.
How would you respond to the passenger?
•

Giving personal directions rather than referring passengers to read a map will
likely result in a positive outcome.

•

Listening to the concerns of the passenger, and helping them find their way may
reduce their frustrations.

•

Not listening to their needs, responding with a harsh or rude tone, or ignoring
the passenger, could escalate the passenger’s frustrations and lead to conflict.

SLIDE 30: HELPFUL HINT #3 – LISTEN
Use simple listening skills, which include listening, nodding, and letting them vent.
Most importantly do not interrupt.
In combination use active listening skills such as use “I” statements, ask open ended
questions (example: what can I do to help?), paraphrase the frustration, and ask
if there is anything else they would like to add or change. If you have already
developed your response before they are done talking you have not been actively
listening. You don’t have to have the last word when talking to a passenger.
Thank the individual for bringing the situation to your attention. This will help them
realize that your concern is genuine.

SLIDE 31: SCENARIO 4
You may replace the provided scenario with agency specific scenarios or videos. The
example should align with the helpful hint provided on the following slide.
A passenger on a 3-wheeled mobility device insists the operator uses their method
of securement rather than typical procedure.
Ask participants the following question. Responses are provided below the question.
Discuss any specific agency policies which relate to the specific scenarios.
How would you respond to the passenger?
•

If you ask why they want their mobility device secured differently, the reasoning
may be sound. You should adapt to the needs of each passenger when possible.

•

If you cannot secure the device the requested way, tell the passenger what you
can do rather than what you cannot do.

SLIDE 32: HELPFUL HINT #4 – ADAPT
Keep the interactions with passengers positive. Explain what you CAN do rather
than what you CANNOT do.
One response does not fit all situations. You will be most effective when you can
adapt in the moment to the needs of the person you’re trying to support. The only
response that works every time is the right response for that specific situation.
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SLIDE 33: SCENARIO 5
You may replace the provided scenario with agency specific scenarios or videos. The
example should align with the helpful hint provided on the following slide.
A passenger tries to board the bus with an iguana on his/her shoulder.
Ask participants the following question. A response is provided below the question.
Discuss any specific agency policies which relate to the specific scenarios and ADA.
How would you respond to the passenger?
•

Think about the situation and the potential outcomes before you react.

SLIDE 34: HELPFUL HINT #5 – THINK
Thinking before you react is important in all situations but especially when using
de-escalation techniques. By modifying your thought processes before you respond
you can influence others’ actions. Make a mental note to take a few seconds to
compose your thoughts before responding. Those few seconds give you a chance
to positively make a difference.

SLIDE 35: SPLAT (SELF CONTROL, PREVENT, LISTEN, ADAPT,
AND THINK)
Time to review all of our helpful hints:
•
•
•
•
•

Self-control: When you maintain self-control you can change the outcome of
the situation.
Prevent: Use what you learn during a prior event to prevent it from happening
in the future.
Listen: To understand what a person is communicating, we not only have
to listen to their words, but also “listen” to their behavior and their body
language. Let them vent and do not interrupt.
Adapt: You will be most effective when you can adapt in the moment to the
needs of the person you’re trying to support. The only response that works
every time is the right response for that specific situation.
Think: If you can change your thinking about a situation, you can change the
outcome.

At the end of the day, your main goal is to get home safely. The more you can use
skills to de-escalate situations the less likely those events will escalate to verbal or
physical assaults. Depending on your agency’s policies your response to violent
situations can negatively impact your employment. It is always the right response
to maintain the safety of everyone and everything involved. The bus is not your
personal property. Remember, at the end of the day the bus is repairable, but
your life is irreplaceable.

SLIDE 36: RECOGNIZING THE WARNING SIGNS
Unfortunately difficult passengers are part of the job. Everyone has bad days or
experiences personal problems, and your actions can determine the outcome of
the situation.
Notify the participants that a discussion regarding policies and procedures for
dealing with each passenger type will occur towards the end of this training course.
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SLIDE 37: SITUATIONAL AWARENESS
As a reminder, fight or flight is a natural response that we sometimes need for
survival. However, because it is a highly reactive response, it does not always serve
our best interests and can actually be counterproductive in certain situations. There
will be times when you will need to maintain your self-control and your composure
and not allow yourself to be provoked. The way you approach and evaluate a
situation can help ensure that you get home safely and can be the difference
between a good and bad day.
Using situational awareness will help you recognize and “read” the indicators of
difficult passengers, as well as being mindful of your own stress responses. This will
enable you to take a step back, assess the situation in a non-emotional way, and
respond proactively to create the best possible outcome of the situation.

SLIDE 38: DIFFICULT AND DISGRUNTLED PASSENGERS
What makes a difficult passenger? Knowing the indicators of a difficult passenger
can give you time to assess the situation and prepare your response. You should
look at body language, facial expressions, body positioning, and listen for verbal
clues. While no single specific trait is necessarily an indication of a problem, it can
be a clue for you to pay closer attention and be more vigilant.
Let’s look at body language:
•
•

Lowering of the body: Someone not standing up straight or hunched over.
Raised/hidden hands: Someone holding their hands in the air as if they are
asking “What?” out of frustration. Someone hiding their hands behind their
back or in their pockets.
• Clutched or fisted hands: Someone making a raised fist as if to replicate
punching. Someone standing with clenched fists at their side or on their hips.
• Evasive eye contact: Someone who will not look you in the eye. Someone who
looks around rapidly as if paranoid.
• Heavy breathing: May indicate someone is very upset.
• Crossed arms: Someone with their arms crossed may indicate frustration. If you
clench your fists while folding your arms people will see you as being hostile.
As a reminder, don’t look at these traits in isolation or be reactive in a situation.
Take your time and evaluate the entire situation before you react.

SLIDE 39: INTOXICATED PASSENGERS
Some passengers you encounter may be under the influence of drugs and/or
alcohol. Let’s look at some of the signs and symptoms of a person who might be
under the influence.
•
•
•
•
•
•
•
•

Smell of alcohol
Lack of coordination
Inability to remain focused
Inability to carry on a logical conversation
Slurred speech
Glazed eyes or dilated pupils
Slow motor skills
Trembling hands

Maintain self-control and pay close attention to someone who may be under the
influence.
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SLIDE 40: PASSENGERS WITH DISABILITIES
Always focus on the individual, not the disability. Use “people first” language –
meaning, refer to the individual first, then to his or her disability. Place the person
before the disability. Say “person with a disability” rather than “disabled person.”
Avoid referring to people by the disability they have – for example “an epileptic”
or “blind people”. A person is not a condition. Rather, refer to “a person with
epilepsy” or “people who are blind.”
When communicating with an individual with a disability, speak directly to the
person rather than their companion or interpreter.
Any and all assistive mobility devices such as wheelchairs, crutches, canes,
communication boards, or service animals should always be respected as personal
property or extensions of that person. You should never lean on the person’s
mobility device, unless permitted by the individual. Similarly, you should never
grab or move a mobility device unless permitted. Mobility devices are part of the
space that belongs to the person who uses it. When introduced to a person with a
disability, it is appropriate to offer to shake hands. If the person has limited hand
use or has an artificial limb, it is okay to shake what is offered to you.
If you would like to offer assistance to a person with a disability, always ask
first and wait until the offer is accepted, then listen patiently and follow their
instructions. If the person declines your offer of help, respect their decision and do
not proceed to assist.
Do not be afraid to make a mistake when meeting and communicating with
someone with a disability. If you don’t know what to do, allow the person who has
a disability to put you at ease. If you offer assistance and the person declines, do
not insist. If it is accepted, ask how you can best help, and follow directions. Do not
take over.
As with all other etiquette issues, when mistakes are made, apologize, correct the
problem, learn from the mistake, and move on.
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SLIDE 41: TEENAGE PASSENGERS
Teenager and juvenile passengers may ride your transit bus on a daily basis to
get to and from school and work. Teens will take more risk in situations if they are
trying to impress or gain acceptance from their peer group and are more prone
to thinking that physical fighting is an acceptable way to resolve a disagreement.
The part of the human brain responsible for reasoning is not fully developed until
around age 25. Teens and young adults are more likely to engage in risk-taking
activities because they believe that bad things can’t happen to them and they
don’t fully grasp how their behavior can effect themselves or others.
It’s important to remember that you need to resolve issues differently with teenage
passengers than with adults. Here are some things to remember:
Operators who address their teenage passengers by name are more likely to
build a relationship and can recognize unusual behavior.
One way to help de-escalate a situation is to use a technique called paraphrasing.
An example “Are you asking how do you get to the Main Street Transfer Center?”
When a teenage passenger says something to you, repeat what they said in your
own words, and that will demonstrate you are actively listening to their concern or
frustration.
One technique that will work with both adult and teenage passengers who are
agitated is to put the most important information at the start of the sentence,
because it’s unlikely that they will listen to your complete sentence. Instead of
saying “I will get you home soon if you sit down,” try saying, “Please sit down and I
will get you home soon.”

SLIDE 42: ELDERLY PASSENGERS
Elderly passengers may ride your transit bus regularly as their sole means of
transportation. While age itself does not determine when to stop driving, there
are several changes that occur as one ages, including diminished vision, hearing,
attention, reaction time, strength, flexibility, and coordination. Each of these may
make driving a more dangerous choice for mobility. Once driving is not a safe
option for the elderly, public transit is one transportation alternative to ensure they
have the ability to maintain a reasonable quality of life by providing access to
health care, shopping, and social activities. Extra patience may be required when
dealing with elderly passengers who have diminished mental or physical abilities.
Here are some tips for communicating with elderly passengers:
•
•
•
•
•
•
•
•

Face the person and make eye contact.
Speak slowly, clearly, and in a steady tone of voice. Do not shout.
Repeat the same statement if the person does not understand or hear the first
time.
Use short phrases and common words.
Use gestures and body language to help clarify.
Allow more time for the person to process information and respond.
Watch your tone of voice - do not talk down to the person, and
Acknowledge their feelings.
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SLIDE 43: TRANSIENT OR HOMELESS POPULATION
As a transit operator, another type of passenger that you will serve is the transient
or homeless population. You may face additional challenges when de-escalating
a conflict involving this type of passenger. According to the Substance Abuse and
Mental Health Services Administration (SAMHSA), 20% to 25% of the homeless
population in the United States suffers from some form of severe mental illness.
Due to their lack of permanent housing, sleep deprivation is common among
the homeless population. Sleep deprivation is a condition linked to an increase
in mental illness, drug abuse, and higher rates of violence and aggression.
Schizophrenia-like symptoms may also start to develop, which is problematic in a
population that already experiences a higher-than-average likelihood of suffering
from the disease.
Here are some tips for communicating with homeless or transient passengers:
•
•
•

Maintain a calm and soft yet firm voice.
Avoid using your title or authority and
Do not offer lengthy explanations or excuses.

Be sure to refer to your agency policy when dealing with this specific type of
passenger.

SLIDE 44: WORDS TO DEFUSE CONFLICT
In order to defuse interactions before a situation gets out of control, here are a
few phrases that can reduce an anxious exchange and help to avoid blame:
•
•
•
•
•
•

I can call someone
Sorry about that
I hear you
I appreciate that
I’ll do what I can for you
I understand

As a reminder, it’s important to look at each situation and interaction differently.
Good customer service relies on remaining calm, reading the situations, and
responding proactively. A one size fits all approach will not yield the most positive
outcome in most situations. You are the face of the organization and responsible
for the safety of yourself and your passengers.
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SLIDE 45: FLORIDA STATUTE TITLE XLVI § 784.07
As mentioned earlier, transit workers are at higher risk for violence than are
workers in many other occupations due to having direct contact with the public,
mobile workplaces that deliver passengers, collecting fares, and working in small
numbers. To protect public service employees, such as public transit employees and
first responders, state and local governments have enacted laws and policies to
combat this increased risk. You should be aware of the rules, laws, and policies of
your state and your agency regarding operator assault.
Florida’s Statute Title XLVI (46) § 784.07 – Assault or battery on public transit
employees or agents. This statute is applicable to the assurance of safety of all
public transit employees or agents within the State of Florida.
(1) As used in this section, the term: (e) “Public transit employees or agents” means
bus operators, train operators, revenue collectors, security personnel, equipment
maintenance personnel, or field supervisors who are employees or agents of a
transit agency as described in s. 812.015(1)(l); where “Transit agency” means any
state agency, political subdivision of the state, or municipality which operates mass
transit vehicles.
(2) Whenever any person is charged with knowingly committing an assault or
battery upon a public transit employee or agent while the public transit employee
or agent is engaged in the lawful performance of his or her duties, the offense for
which the person is charged shall be reclassified as a more severe offense than
simple assault or battery and may hold minimum imprisonment sentences of 3 to 8
years depending on the type of offense.

SLIDES 46-50: YOUR AGENCY’S POLICIES
Your agency has developed thorough policies and procedures to ensure your
safety and well-being.
Insert your transit agency policy on customer service, fare collection and evasion,
unruly passengers, intoxicated passengers, and operator conduct here. Be sure to
clearly explain your agency’s policies and rules on all topics.
Ask participants if they have any questions. Be sure to allow ample time and
adequate opportunity for participants to ask questions and/or clarify your agency’s
policies/rules.

SLIDE 51: EMPLOYEE ASSISTANCE PROGRAM
Discuss the agency’s Employee Assistance Program (EAP) and that it’s there to
provide financial, emotional, legal, and crisis management support.
The Employee Assistance Program offered by your agency is provided to support
your needs in financial, emotional, legal, and crisis management. If you find that
your ability to cope with day-to-day issues is negatively impacting your quality
of life or you are exhibiting signs of anger and stress, it is recommended that you
seek support through the EAP. Your conversation with the EAP professional is kept
confidential and they are there to help you. If for any reason you are experiencing
stress either personally or professionally, you are encouraged to take advantage
of all that your agency’s EAP has to offer.
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SLIDE 52: COURSE OBJECTIVES IN REVIEW
Solicit and encourage discussion to discuss what they have learned for each of the
four learning objectives. Address any previously discussed concerns.
In this course, you learned that one response does not fit all situations or types
of passengers and how using situational awareness to “read” an event can help
achieve a positive outcome. You have a personal responsibility to manage yourself
with the understanding that stress plays a role in your responses.
Now that you’ve completed this course, you should be able to:
•
•
•
•

Define the terms “conflict” and “de-escalation”
Identify situations that can cause passenger frustrations and recognize ways to
reduce stressors
Demonstrate techniques to defuse stressful situations to achieve positive
outcomes
Interpret state laws and company policies with regard to difficult passengers
and situations

SLIDE 53: QUESTION OR COMMENTS
Ask participants if they have any questions.
Distribute final exam, it is available for duplication at the end of this instructor’s
manual. The answers for the final exam are available immediately following the final
exam.
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ADDITIONAL REFERENCES FOR TRAINERS:
www.apa.org/helpcenter/stress-kinds.asp
www.psychologistworld.com/stress/fightflight.php
www.verywell.com/what-is-the-fight-or-flight-response-2795194
www.apa.org/helpcenter/manage-stress.aspx
www.fdot.gov/research/Completed_Proj/Summary_PL/FDOT_BC353_15.pdf
www.nctr.usf.edu/pdf/527-08.pdf
www.floridatsn.org/wp-content/uploads/2016/02/Passenger-Assaults-FINAL.pdf
www.leg.state.fl.us/statutes/index.cfm?App_mode=Display_Statute&Search_String=&URL=0700-0799/0784/
Sections/0784.07.html
www.ala.org/pla/sites/ala.org.pla/files/content/onlinelearning/webinars/Assault_Cycle_Rev.pdf
https://nihseniorhealth.gov/olderdrivers/howhealthaffectsdriving/01.html

In the News Articles
PSTA bus driver punched in face over $2.25 fare
www.fox13news.com/news/local-news/163448291-story
HART bus driver badly hurt after being beaten by passenger
www.tbo.com/news/breaking-news/hart-bus-driver-badly-hurt-after-being-beat-by-passenger-20150604/
Broward bus driver suspended after being beaten by passenger
http://www.miamiherald.com/news/local/community/broward/article33305715.html
Former Miami-Dade bus driver wants his job back after altercation with rider caught on camera
www.nbcmiami.com/news/local/Former-Miami-Dade-Bus-Driver-Wants-His-Job-Back-After-Altercation-With-RiderCaught-on-Camera-389999972.html
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The Art of Defusing Conflict: De-Escalation Techniques for Transit Operators
Pre-Test
Name: _______________________________________________________
1.

As a public transit employee, you are protected under Florida Statue from assault or battery by the public.
a.
b.

2.

It is important for you to know and understand your agency’s policies, procedures, and work rules when 		
handling difficult passengers.
a.
b.

3.

Acute and chronic
Chronic and escalation
Acute and obtuse
Escalation and obtuse

Which of the following are signs and symptoms of person which might be under the influence?
(circle all that apply)
a.
b.
c.
d.
e.
f.
g.
h.

6.

Financial issues
Emotional support
Legal assistance
Crisis management
All of the above

What are the two forms of stress?
a.
b.
c.
d.

5.

True
False

The Employee Assistance Program is offered by your agency to provide support for:
a.
b.
c.
d.
e.

4.

True
False

Smell of alcohol
Lack of coordination
Inability to remain focused
Inability to carry on a logical conversation
Slurred speech
Glazed eyes
Slow motor skills
Trembling hands

What would be a more positive way to say the following to a passenger?

			
a.
b.
7.

“You can’t ride the bus if you don’t pay the fare.”

“You claimed you had the fare, but you failed to pay”
“You’ll be able to get to your destination if you pay the $1.75 fare.”

Conflict is a disagreement in which the people involved see a threat to their needs, interests, or concerns.
a.
b.

True
False

8.

The time to use de-escalation techniques is critical during which phase of conflict

		

Triggering Event  ____________  Conflict
a.
b.
c.
d.

9.

The difference between a fear inducing event and a frustrating event is during a fear inducing event the 		
person is going to lose something of value and during a frustrating event the person feels their needs are not 		
being met.
a.
b.

10.

Interaction Phase
Escalation Phase
Fear Inducing Phase
Frustrating Events Phase

True
False

Match the following word to its definition:
A.
B.
C.
D.
E.

Self-control
Adapt
Think
Prevent
Listen

______ 1. Something you maintain to change the outcome of the situation.
______ 2. Using what you learned during a prior event to keep it from happening again.
______ 3. To understand what a person is communicating by letting them vent and not interrupting.
______ 4. The only response that works every time is the right response for that specific situation.
______ 5. If you can change your mind about a situation, you can change the outcome.
11.

De-escalation is defined as using communication skills to calm an angry person.
a.
b.

12.

The fight or flight stress response occurs during:
a.
b.
c.
d.

13.

Chronic stressor situations
Acute stressor situations
Obtuse stressor situations
Evasive stressor situations

First impressions are made based on what? (circle all that apply)
a.
b.
c.
d.

14.

True
False

Appearance
Body language
Demeanor
Mannerisms

What will enable you to take a step back, assess the situation in a non-emotional way, and respond 			
proactively to create the best possible outcome of the situation?
a.
b.
c.
d.

Fight or flight
Proactive responses
Situational awareness
Stress response

15.

Select the healthy techniques to reducing stress:
a.
b.
c.
d.
e.

16.

No matter the context, always responding to a situation in the same way will result in the same outcome.
a.
b.

17.

Reliability
Safety and Security
Simplicity
Perfection
Affordability
Friendliness

Operators who address their teenage passengers by name are more likely to build a relationship and 		
recognize unusual behavior.
a.
b.

20.

True
False

Which one of the following is not one of the 7 basic needs of a transit passenger?
a.
b.
c.
d.
e.
f.

19.

True
False

Incorrectly handling an angry customer can have a positive impact on your employment.
a.
b.

18.

Spend $800 at the casino
Breathe deeply in through your nose and out through your mouth
Walk for 2 miles
Have dinner with a family member
Smoke a pack of cigarettes

True
False

Match the stressful situation to the type of stress.
A.
B.

Acute stress
Chronic stress

______ 1. Conflict with another operator right before your shift
______ 2. Marital problems
______ 3. Health issues
______ 4. Financial issues
______ 5. Close-call accident
______ 6. Lack of restroom during your current shift
21.

Your conversations with Employee Assistance Professionals (EAP) are kept confidential.
a.
b.

True
False

22.

When speaking with the transient population you should maintain a calm firm voice tone and avoid being 		
authoritative.
a.
b.

23.

De-escalation techniques are only effective in a professional life.
a.
b.

24.

True
False

Which of the following is not example of a statement you can use to defuse a situation?
a.
b.
c.
d.

25.

True
False

Let me call a dispatcher to double check.
I understand your frustration, I’ll try to get you there quickly.
Pay the fare already, I’m running behind.
I’ll do what I can.

“Reading” a person’s body language, facial expressions, body positioning, and listening for verbal cues 		
enables you to assess the situation proactively using situational awareness.
a.
b.

True
False

The Art of Defusing Conflict: De-Escalation Techniques for Transit Operators
Pre-Test Answers
Name: _______________________________________________________
1.

As a public transit employee, you are protected under Florida Statue from assault or battery by the public.
a.
b.

2.

It is important for you to know and understand your agency’s policies, procedures, and work rules when 		
handling difficult passengers.
a.
b.

3.

Acute and chronic
Chronic and escalation
Acute and obtuse
Escalation and obtuse

Which of the following are signs and symptoms of person which might be under the influence?
(circle all that apply)
a.
b.
c.
d.
e.
f.
g.
h.

6.

Financial issues
Emotional support
Legal assistance
Crisis management
All of the above

What are the two forms of stress?
a.
b.
c.
d.

5.

True
False

The Employee Assistance Program is offered by your agency to provide support for:
a.
b.
c.
d.
e.

4.

True
False

Smell of alcohol
Lack of coordination
Inability to remain focused
Inability to carry on a logical conversation
Slurred speech
Glazed eyes
Slow motor skills
Trembling hands

What would be a more positive way to say the following to a passenger?

			
a.
b.
7.

“You can’t ride the bus if you don’t pay the fare.”

“You claimed you had the fare, but you failed to pay”
“You’ll be able to get to your destination if you pay the $1.75 fare.”

Conflict is a disagreement in which the people involved see a threat to their needs, interests, or concerns.
a.
b.

True
False

8.

The time to use de-escalation techniques is critical during which phase of conflict

		

Triggering Event  ____________  Conflict
a.
b.
c.
d.

9.

The difference between a fear inducing event and a frustrating event is during a fear inducing event the 		
person is going to lose something of value and during a frustrating event the person feels their needs are not 		
being met.
a.
b.

10.

Interaction Phase
Escalation Phase
Fear Inducing Phase
Frustrating Events Phase

True
False

Match the following word to its definition:
A.
B.
C.
D.
E.

Self-control
Adapt
Think
Prevent
Listen

___A___ 1. Something you maintain to change the outcome of the situation.
___D___ 2. Using what you learned during a prior event to keep it from happening again.
___E___ 3. To understand what a person is communicating by letting them vent and not interrupting.
___B___ 4. The only response that works every time is the right response for that specific situation.
___C___ 5. If you can change your mind about a situation, you can change the outcome.
11.

De-escalation is defined as using communication skills to calm an angry person.
a.
b.

12.

The fight or flight stress response occurs during:
a.
b.
c.
d.

13.

Chronic stressor situations
Acute stressor situations
Obtuse stressor situations
Evasive stressor situations

First impressions are made based on what? (circle all that apply)
a.
b.
c.
d.

14.

True
False

Appearance
Body language
Demeanor
Mannerisms

What will enable you to take a step back, assess the situation in a non-emotional way, and respond 			
proactively to create the best possible outcome of the situation?
a.
b.
c.
d.

Fight or flight
Proactive responses
Situational awareness
Stress response

15.

Select the healthy techniques to reducing stress:
a.
b.
c.
d.
e.

16.

No matter the context, always responding to a situation in the same way will result in the same outcome.
a.
b.

17.

Reliability
Safety and Security
Simplicity
Perfection
Affordability
Friendliness

Operators who address their teenage passengers by name are more likely to build a relationship and 		
recognize unusual behavior.
a.
b.

20.

True
False

Which one of the following is not one of the 7 basic needs of a transit passenger?
a.
b.
c.
d.
e.
f.

19.

True
False

Incorrectly handling an angry customer can have a positive impact on your employment.
a.
b.

18.

Spend $800 at the casino
Breathe deeply in through your nose and out through your mouth
Walk for 2 miles
Have dinner with a family member
Smoke a pack of cigarettes

True
False

Match the stressful situation to the type of stress.
A.
B.

Acute stress
Chronic stress

___A___ 1. Conflict with another operator right before your shift
___B___ 2. Marital problems
___B___ 3. Health issues
___B___ 4. Financial issues
___A___ 5. Close-call accident
___A___ 6. Lack of restroom during your current shift
21.

Your conversations with Employee Assistance Professionals (EAP) are kept confidential.
a.
b.

True
False

22.

When speaking with the transient population you should maintain a calm firm voice tone and avoid being 		
authoritative.
a.
b.

23.

De-escalation techniques are only effective in a professional life.
a.
b.

24.

True
False

Which of the following is not example of a statement you can use to defuse a situation?
a.
b.
c.
d.

25.

True
False

Let me call a dispatcher to double check.
I understand your frustration, I’ll try to get you there quickly.
Pay the fare already, I’m running behind.
I’ll do what I can.

“Reading” a person’s body language, facial expressions, body positioning, and listening for verbal cues 		
enables you to assess the situation proactively using situational awareness.
a.
b.

True
False

The Art of Defusing Conflict: De-Escalation Techniques for Transit Operators
Final Exam
Name: _______________________________________________________
1.

As a public transit employee, you are protected under Florida Statue from assault or battery by the public.
a.
b.

2.

It is important for you to know and understand your agency’s policies, procedures, and work rules when 		
handling difficult passengers.
a.
b.

3.

Acute and chronic
Chronic and escalation
Acute and obtuse
Escalation and obtuse

Which of the following are signs and symptoms of person which might be under the influence?
(circle all that apply)
a.
b.
c.
d.
e.
f.
g.
h.

6.

Financial issues
Emotional support
Legal assistance
Crisis management
All of the above

What are the two forms of stress?
a.
b.
c.
d.

5.

True
False

The Employee Assistance Program is offered by your agency to provide support for:
a.
b.
c.
d.
e.

4.

True
False

Smell of alcohol
Lack of coordination
Inability to remain focused
Inability to carry on a logical conversation
Slurred speech
Glazed eyes
Slow motor skills
Trembling hands

What would be a more positive way to say the following to a passenger?

			
a.
b.
7.

“You can’t ride the bus if you don’t pay the fare.”

“You claimed you had the fare, but you failed to pay”
“You’ll be able to get to your destination if you pay the $1.75 fare.”

Conflict is a disagreement in which the people involved see a threat to their needs, interests, or concerns.
a.
b.

True
False

8.

The time to use de-escalation techniques is critical during which phase of conflict

		

Triggering Event  ____________  Conflict
a.
b.
c.
d.

9.

The difference between a fear inducing event and a frustrating event is during a fear inducing event the 		
person is going to lose something of value and during a frustrating event the person feels their needs are not 		
being met.
a.
b.

10.

Interaction Phase
Escalation Phase
Fear Inducing Phase
Frustrating Events Phase

True
False

Match the following word to its definition:
A.
B.
C.
D.
E.

Self-control
Adapt
Think
Prevent
Listen

______ 1. Something you maintain to change the outcome of the situation.
______ 2. Using what you learned during a prior event to keep it from happening again.
______ 3. To understand what a person is communicating by letting them vent and not interrupting.
______ 4. The only response that works every time is the right response for that specific situation.
______ 5. If you can change your mind about a situation, you can change the outcome.
11.

De-escalation is defined as using communication skills to calm an angry person.
a.
b.

12.

The fight or flight stress response occurs during:
a.
b.
c.
d.

13.

Chronic stressor situations
Acute stressor situations
Obtuse stressor situations
Evasive stressor situations

First impressions are made based on what? (circle all that apply)
a.
b.
c.
d.

14.

True
False

Appearance
Body language
Demeanor
Mannerisms

What will enable you to take a step back, assess the situation in a non-emotional way, and respond 			
proactively to create the best possible outcome of the situation?
a.
b.
c.
d.

Fight or flight
Proactive responses
Situational awareness
Stress response

15.

Select the healthy techniques to reducing stress:
a.
b.
c.
d.
e.

16.

No matter the context, always responding to a situation in the same way will result in the same outcome.
a.
b.

17.

Reliability
Safety and Security
Simplicity
Perfection
Affordability
Friendliness

Operators who address their teenage passengers by name are more likely to build a relationship and 		
recognize unusual behavior.
a.
b.

20.

True
False

Which one of the following is not one of the 7 basic needs of a transit passenger?
a.
b.
c.
d.
e.
f.

19.

True
False

Incorrectly handling an angry customer can have a positive impact on your employment.
a.
b.

18.

Spend $800 at the casino
Breathe deeply in through your nose and out through your mouth
Walk for 2 miles
Have dinner with a family member
Smoke a pack of cigarettes

True
False

Match the stressful situation to the type of stress.
A.
B.

Acute stress
Chronic stress

______ 1. Conflict with another operator right before your shift
______ 2. Marital problems
______ 3. Health issues
______ 4. Financial issues
______ 5. Close-call accident
______ 6. Lack of restroom during your current shift
21.

Your conversations with Employee Assistance Professionals (EAP) are kept confidential.
a.
b.

True
False

22.

When speaking with the transient population you should maintain a calm firm voice tone and avoid being 		
authoritative.
a.
b.

23.

De-escalation techniques are only effective in a professional life.
a.
b.

24.

True
False

Which of the following is not example of a statement you can use to defuse a situation?
a.
b.
c.
d.

25.

True
False

Let me call a dispatcher to double check.
I understand your frustration, I’ll try to get you there quickly.
Pay the fare already, I’m running behind.
I’ll do what I can.

“Reading” a person’s body language, facial expressions, body positioning, and listening for verbal cues 		
enables you to assess the situation proactively using situational awareness.
a.
b.

True
False
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“You claimed you had the fare, but you failed to pay”
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___A___ 1. Something you maintain to change the outcome of the situation.
___D___ 2. Using what you learned during a prior event to keep it from happening again.
___E___ 3. To understand what a person is communicating by letting them vent and not interrupting.
___B___ 4. The only response that works every time is the right response for that specific situation.
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What will enable you to take a step back, assess the situation in a non-emotional way, and respond 			
proactively to create the best possible outcome of the situation?
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Fight or flight
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Stress response
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No matter the context, always responding to a situation in the same way will result in the same outcome.
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Safety and Security
Simplicity
Perfection
Affordability
Friendliness

Operators who address their teenage passengers by name are more likely to build a relationship and 		
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Match the stressful situation to the type of stress.
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Acute stress
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___A___ 1. Conflict with another operator right before your shift
___B___ 2. Marital problems
___B___ 3. Health issues
___B___ 4. Financial issues
___A___ 5. Close-call accident
___A___ 6. Lack of restroom during your current shift
21.

Your conversations with Employee Assistance Professionals (EAP) are kept confidential.
a.
b.

True
False

22.

When speaking with the transient population you should maintain a calm firm voice tone and avoid being 		
authoritative.
a.
b.

23.

De-escalation techniques are only effective in a professional life.
a.
b.

24.

True
False

Which of the following is not example of a statement you can use to defuse a situation?
a.
b.
c.
d.

25.

True
False

Let me call a dispatcher to double check.
I understand your frustration, I’ll try to get you there quickly.
Pay the fare already, I’m running behind.
I’ll do what I can.

“Reading” a person’s body language, facial expressions, body positioning, and listening for verbal cues 		
enables you to assess the situation proactively using situational awareness.
a.
b.

True
False
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