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Lesson 1

Recognising & Avoiding Conflict

Aim

To familiarise you, the learner, with how to recognise and avoid conflict

Objectives

By the end of this session you will be able to:

􀂃 Identify key points to consider when assessing the threat

􀂃 Describe behaviour and conditions that will affect the level of threat

􀂃 Describe ways of managing situations
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DYNAMIC RISK ASSESSMENT

A dynamic risk assessment is a continuous process of identifying dangers, assessing risk and taking action to reduce those risks in a rapidly changing environment. One of the most important ways of avoiding conflict is to recognise the threat in the situation. The situation must then be assessed so the response is appropriate and that we control how it develops thereby reducing the risks of being involved in conflict.

Door Supervisors need to ensure that they are competent to deal with the situation in front of them. They are adaptable to changing circumstances, vigilant for the safety of themselves and others and able to recognise their own abilities and limitations.

‘SAFER’ RISK ASSESSMENT

S - Step back

Take time to think about what’s happening and don’t rush into a situation.

Step back physically and mentally.

A - Assess the threats

Look for potential dangers to yourself and others. Use POP to ensure that you properly assess the dangers:

P – Person

Ask yourself the following questions:

􀂃 Is the person known to you?

􀂃 Have you dealt with them before?

􀂃 Are they suffering from the effects of drink or drugs?

􀂃 Assess them by considering their build, clothing, behaviour, fitness

level, age etc.

O – Objects

Ask yourself the following questions:

􀂃 Do they have a weapon?

􀂃 Are there any potential weapons nearby such as glasses, bottles or

ashtrays?
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P – Place

Ask your self the following questions:

􀂃 Am I isolated?

􀂃 Does anyone know I am here?

􀂃 What is the lighting like?

􀂃 Are there any immediate dangers such as stairs?

F - Find Help

Consider if there is anyone around who can help you. Can you contact colleagues? Don’t deal with a difficult situation on your own.

E - Evaluate Options

Decide what your options are. Do you have to deal with it now or are you going to wait until help arrives. You may have a colleague who has dealt with this person before and knows the best way to handle the situation.

R - Respond

Having been through the above steps you must now respond. Remembering that at any time the situation may change and you may need to reassess using the above steps.

RISK LEVELS

As the incident develops it may change which will either require the original decision to be changed or, at least, modified. Events may begin to drive decisions. The situation needs to be managed through constant monitoring and review of the effectiveness of your decisions. In the development stages it is vital that communication remains effective. During the closing stages it is important that complacency does not creep in. Be alert.
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Lesson 2

Self Awareness

Aim

To introduce you, the learner, to responses to threat

Objectives

By the end of this session you will be able to:

􀂃 Recognise behaviour that can trigger angry responses

􀂃 Identify Inhibitors

􀂃 Explain flight or fight
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EMOTIONAL & RATIONAL BRAIN

The brain can think in two ways - emotionally (governed by instinctive feelings) and rationally (governed by acquired knowledge and beliefs). Emotional thinking is very clear cut, black and white, all or nothing. When something catches your attention, your brain, in a lightning flash, looks

through all your inherited and remembered patterns to see if there is a match, and responds with the closest pattern that it can find.

You have a lot more control over what you do with your rational brain, and you can use it to modify your emotional responses and think of other explanations for things, so you can look at a situation more closely before deciding what to do. Your power to think rationally gives you greater flexibility of response because black and white emotional thinking, while it has its uses in a crisis,

also has severe limitations.

In our brains we have a gland called the amygdala. The amygdala allows an unthinking reaction in the face of a threat; similar to ‘autopilot’. When the amygdala receives nerve signals indicating a threat, it sends out signals that trigger defensive behaviour, including rapid heartbeat and

raised blood pressure, a diminished capacity to feel pain and the production of stress hormones.

Stress causes several changes in your body. Specifically, when under threat (real or perceived) your body will start to go through changes.

What your body does & Why it does it

Shuts down non-essential activities - So all your energies can be devoted to confronting the danger Delivers more 'fuel' to your main muscles - So you can run faster/fight harder Makes you hyper alert - So you are aware of the smallest changes in the situation which might further threaten (or help) you Raises the level of stress hormones such as adrenaline - So you can respond more quickly
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The longer a situation continues the more likely that we will become emotionally involved. We need to ensure that we remain rational and continue to make rational choices and decisions. The more emotional we become the less rational we become.

FLIGHT OR FIGHT

The basic reason we have flight or fight is to enable you to engage in one of two basic responses to danger. Your body has prepared you for "fight" or "flight." Your body is prepared to help you fight and resist the threat if needed or to run away as quick as you can if it is appropriate. Whichever course of action you choose, your body is ready to respond. Imagine you are a caveman out innocently picking berries when suddenly you come nose to nose with a sabre-tooth tiger. While you were simply gathering, the tiger was actually hunting, and the sight of you makes his mouth water.

Luckily for you, millions of years of evolution have endowed you with a set of automatic weapons that take over in the event of an emergency. At the sight of the tiger, your hypothalamus sends a message to your adrenal glands and within seconds, you can run faster, hit harder, see better, hear more acutely, think faster, and jump higher than you could only seconds earlier. Your heart is pumping at two to three times the normal speed, sending nutrient rich blood to the major muscles in your arms and legs. The tiny blood vessels (called capillaries) under the surface of your skin close down (which consequently sends your blood pressure soaring) so you can sustain a surface wound and not bleed to death. Even your eyes dilate so you can see better.

All functions of your body not needed for the struggle about to commence are shut down. Digestion stops, sexual function stops, even your immune system is temporarily turned off. If necessary, excess waste is eliminated to make you light on your feet. Your suddenly supercharged body is designed to help level the odds between you and your attacker.

Consequently, you narrowly escape death by leaping higher and running faster than you ever could before. With the danger now over, you find a safe place to lie down and rest your exhausted body. Now flash forward to the present day. Despite the huge amount of technological change in the ensuing 25,000 years, you are walking around with essentially the same set of internal body parts as that of the caveman. 

At this very moment you're in the rest room at work, hunting for coffee and gathering doughnuts. Your boss is out hunting too. But guess what? He's hunting for you! As you gulp down your third cup of coffee you hear your boss say those dreaded words: "Could I see you for a moment in my office, please?" At the sight of the tiger, er, uh...your boss...your hypothalamus sends a message

to your adrenal glands and within seconds your body summons all the same powers that your stone-age ancestor needed to fight a sabre tooth tiger. You can almost feel your blood pressure soar as you take the long walk down the hall to your boss's office. You remember a rumour you heard about an upcoming round of redundancies. Now your mind is racing, your heart is pumping, your blood pressure is soaring, your mouth dries up, your hands feel cold and clammy, your forehead is perspiring and you may even feel a sudden urge to go to the bathroom. 

As you imagine your boss firing you, the caveman inside of you wants to come out. Maybe you'd like to run and hide or maybe you'd like to punch your boss in the nose, but you can't do either. Welcome to the modern era. As your boss ushers you into his office and closes the door, you're

experiencing a full-blown episode of the fight or flight response. But since you can't fight and you can't flee, all of that energy is pent-up inside of you with no place to go. You feel like you're going to explode. Your boss begins to speak. "Here it comes," you think to yourself. But you're so shocked by what you hear you can't believe you heard it right. "What did you say?" you ask your boss. "We are considering you for a promotion," he repeats.  Every time your body triggers the fight or flight response, for situations that are not truly life-threatening, you are experiencing, in effect, a false alarm. 

Too many false alarms can lead to stress-related disorders like heart disease, high blood pressure, immune system disorders, migraine headaches and insomnia.

TRIGGERS

People tend to be triggered into an anger reaction if they find themselves in certain situations.

Customers can feel like this if they feel someone is talking down to them, ignoring them or not taking them seriously. We all want for millions of things and that is the same for our customers.

They will want respect, prompt attention, access and services. Sometimes the Door Supervisor gets between the customer and what they want. If the Door Supervisor is standing between the customer and what they want, they will tend to blame that person for frustrating them.

Student Handbook
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The customer will judge an entire person based on a single act ‘You won’t give me what I want; therefore you are a bad person’. When the customer focuses their anger like this - as we all can do - they move their anger to a much higher level. 

Luckily, not everyone who gets angry gets this angry. But if a customer does reach this point, their desire for revenge can become all consuming. The customer will have a hard time letting go of their anger because the kind of revenge they want is almost impossible to get without using

violence.

INHIBITORS

The customer who wishes to punish the Door Supervisor, often stops short of violence due to worry over possible legal consequences and concern that they will get hurt; personal values that will never allow them to hit someone or self control. Inhibitors are things which prevent people from completely losing their temper. Not everyone gets violent when they become angry and this is due to our inhibitions or our inhibitors.
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Lesson 3

Customer Care

Aim

To introduce you, the learner, to proactive customer care

Objectives

By the end of this session you will be able to:

􀂃 List customer expectations

􀂃 Explain how to manage the ‘expectations gap’

􀂃 Demonstrate appropriate responses

􀂃 Explain the Attitude and Behaviour Cycle

CUSTOMER CARE

When you're a customer, what matters to you? What matters when you're at the car dealership, the security desk, the local night club, the doctor's waiting room, or the airport? What matters to you when you're on the phone ordering flowers, or awaiting technical support, or ordering a millioncalorie pizza and a zero-calorie drink? Most of us want the same things when we are customers: we want to be treated with respect. We want to be listened to. We don't want to be bounced around or ignored or treated like dummies.

When I'm a Customer, I want . . .

􀂃 To be taken seriously

􀂃 Competent, efficient service

􀂃 Anticipation of my needs

􀂃 Basic courtesies

􀂃 To be informed of the options

􀂃 Not to be passed around

􀂃 To be listened to (and heard)

􀂃 Friendliness

􀂃 Empathy

􀂃 Respect

􀂃 Professional service

Attitude and Behaviour

Make a strong first impression. The first contact with a customer (the “moment of truth”) often sets the tone for their lasting impression of the company and you. At the beginning of your contact with the customer the attitude of the customer will vary. The same person may be indifferent or antagonistic, suspicious and irritable or friendly, helpful and interested. Customers can often be preoccupied with their own problems. First impressions are important because the initial impact you make is within your control.

Different people’s blood boils at different temperatures, and for different reasons. As a service provider, your job is not to evaluate the appropriateness of a customer’s anger, but rather, to take it seriously, and remedy the situation as swiftly as possible. Do not try to jump directly to a solution in the hopes of cutting the anger off at the pass. You will ultimately only prolong, and probably increase, the anger by trying to nip it in the bud. Instead, let the customer get it all out.
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Once they’ve expressed their dissatisfaction, and you understand details of the problem, then you can get to work on a remedy. Providing great customer service often requires a thick skin! It is often difficult to ‘like’ all our customers. However, how we feel about a customer will often come out in how we behave towards them. (Please see the Attitude and Behaviour Cycle below). If the customer recognises this they will adopt a negative attitude back to you which will reinforce your original feelings about that person. It is difficult to change how we feel (our attitude) about a particular person or group of people but we can modify our behaviour.

Attitude and Behaviour Cycle

EXPECTATION GAP

Customer satisfaction is all to do with the meeting of expectations - if you meet them the customer is happy and satisfied - if you fail to meet them then they are disappointed.

In fact, expectations are and can be based on individual previous experience if customers have had good experiences before at your place of work they would expect them again. It is important when we look at the above list of expectations that we work towards reducing the expectations gap. 

There are often reasons why the customer’s needs are not met such as an emergency elsewhere resulting in a shortage of staff, staff sickness or simply because the customer wants something they cannot have. No-one likes having someone angry with them. It is uncomfortable, awkward, and unpleasant. In any business relationship, the customer is the one who pays to be part of that relationship; the service provider gets paid to be part of that relationship. Therefore, the service provider must tolerate and try to reduce the customer’s anger, whether or not he/she feels it is justified. We need to ensure that we take steps to try to bridge the expectations gap through professionalism and first impressions.
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Lesson 4

Communication

Aim

To introduce you, the learner, to communication

Objectives

By the end of this session you will be able to:

􀂃 State the basic elements of communication

􀂃 List blocks to communication

􀂃 Recognise the importance of non-verbal communication (NVC)

COMMUNICATION

At first, it may appear that face-to-face communication consists of taking it in turns to speak. However, communication is much more complex than that. We communicate in different ways such as written, body language and spoken. It can be seen that people resort to a variety of verbal and nonverbal behaviour in order to maintain a smooth flow of communication. The basic communication model is set out below:

This can be explained as the sender when sending a spoken message will encode the message by putting it into words. The receiver will decode the message by listening. The final step in this process is that the sender and receiver will check the understanding. The usual case is that most people assume that they make themselves clear and are easy to understand so if there's a problem, it's with the other person, not us.

Similar to driving a car: we're always the good, safe, careful driver; it's the other driver who's at fault. Think of how many times you've said, or heard others say:

􀂃 "But I thought you meant...." or

􀂃 "I assumed you were talking about...." or

􀂃 "No, you've completely misunderstood what I was saying."

Sometimes communication requires really hard work to make ourselves clear and to get ourselves understood by others. Even the words on this page: we're assuming that you're reading and interpreting them with the same meaning as they were written.We can't be completely sure of that though! What we can do is to take responsibility for making our words as clear as possible.

NON VERBAL COMMUNICATION (NVC)

While the Door Supervisor is speaking the customer is expected to listen and wait patiently until the Door Supervisor finishes! On closer examination it can be seen that people resort to a variety of verbal and non-verbal behaviour in order to maintain a smooth flow of communication. Such behaviour includes head-nods, smiles, frowns, bodily contact, eye movements, laughter, body posture, language and many other actions.

The facial expressions of customers provide feedback to the Door Supervisor. Glazed or down turned eyes indicate boredom or disinterest, as does fidgeting. Fully raised eyebrows signal disbelief and half raised indicate puzzlement. Posture of the group provides a means by which their attitude to the security staff may be judged and act as pointer to their mood. This means the Door Supervisor should be sensitive to the signals being transmitted by the customers. Their faces usually give a good indication of how they feel, and a good working knowledge of the meaning of non-verbal signals will prove invaluable.

CHANNELS OF COMMUNICATION

In face to face communication we communicate through three channels. What the above figures are telling us is that over 90% of communication is not what we say, but how we say it. Words only count for 7% whilst NVC counts for over half of the way we communicate.

COMMUNICATION BLOCKS

Difficulties in communicating with a customer may be due to a number of issues including the following:

􀂃 The customer’s perception of something is different to yours

􀂃 The customer may jump to a conclusion instead of working through the process of hearing,   

    understanding and accepting

􀂃 The customer may be under the influence of drugs or alcohol

􀂃 The customer may lack the motivation to listen to you due to discomfort from illness, pain or  

   cold

􀂃 The Door Supervisor may have difficulty in expressing what she/he wishes to say to the  

    customer

􀂃 Emotions may interfere in the communication process

􀂃 There may be a clash of personality between you and the customer

These blocks to communication work both ways Door Supervisors need to consider the process of communicating carefully.

Lesson 5
Reducing Conflict

Aim

To introduce you, the learner, to reducing conflict

Objectives

By the end of this session you will be able to:

􀂃 Explain the importance of signalling non-aggression

􀂃 Demonstrate PALMS

􀂃 Demonstrate how to control personal space

􀂃 Recognise personal space

REDUCING CONFLICT

When people become angry, frustrated or upset they will find it difficult to listen and rationalise what is being said. In other words they move into the emotional brain and away from the rational brain. In the previous lesson we looked at how important body language is with face to face communication. It makes up over half of the message we are trying to communicate. Perhaps if someone is angry or upset we may be able to communicate via body language and the correct tone, to show that we are trying to help and that we are not a threat. 

The best way to eliminate negative body language is to be aware of what we do. We should try to be conscious at all times of using positive body language. The open PALMS model is a non-aggressive stance designed to ensure that you communicate to the customer that you do not want to fight but that you want to help.

􀂃 It helps to practise body language

􀂃 For example, practise your stance. Stand with your feet less than shoulder width apart. Don’t  

    lean towards the person, but don’t turn your body away either.

􀂃 Use an open posture. Stand upright and not slouched. Keep your shoulders back but keep 
    them relaxed.

􀂃 Practise smiling and using friendly expressions. Get a happy medium - you don’t want to scowl 
   or look too serious, but you don’t want to look inane either.

􀂃 Use open gestures. Hand gestures should be made with up-turned open palms.

􀂃 Make sure your gestures, movements or facial expressions are natural. Nerves can make us 
    exaggerate our body language which creates the wrong effect.

Security

P Position – Think about how you as a Door Supervisor will approach and do not block the exits

A Attitude – Positive and helpful

L Look & Listen – Make normal eye contact and actively listening

M Make Space – Consider personal space for both yourself and the customer

S Stance – Relaxed posture

PERSONAL SPACE

Most of us in the work environment have behaviour that discourages physical contact, except when we are on a train, bus or crowded lift we will "hold ourselves in", having been taught from early childhood to avoid bodily contact with strangers. 

There are times, however, that we not only seek, but relish basking in the group energy of large crowds. The group energy of a crowd at a sports event, or music concert is an example when usually we are comfortable with loss of personal space. Sometimes we find ourselves just tolerating the invasion of personal space for the sake of the event or task at hand.

When we are dealing with a customer who is angry we will want to control the personal space around us. We can do this by using NVC such as a low outstretched hand in front of us. This is normally enough to bring someone to a standstill in front of us. We must remember that the hand should be low with the palms down so as not to be aggressive. Using this with the appropriate words and tone such as “Can I help you?” or “I think that I can help you with this” will often get their attention and stop them at an appropriate distance.

We have three basic zones when it comes to personal space these are:

1. Intimate

2. Normal

3. Stranger

Personal Space       Normal Space       Stranger Space

0 - 0.5m                     0 .5 – 1.2m             1.2 – 3.0m

Changing the distance between two people can convey a desire for intimacy, show a lack of interest, or increase/decrease domination. Police interrogators have been taught that this violation of personal space can non-verbally convey a message; they will often use the strategy of sitting close and crowding a suspect. This theory of interrogation assumes that invasion of the suspect's personal space will give the Door Supervisor a psychological advantage.

Personal Space is much individualised. Depending on your sex, race, and ethnicity, personal space can vary greatly. The first is the intimate space. This includes the acts of whispering and embracing and is usually performed within 0-0.5m of your body. The next zone is ‘normal space’.This zone occurs when you are talking with acquaintances or people who are not your close friends and are 0.5m – 1.2m distance from your body. The last zone is the public zone or ‘stranger space’ which is 1.2-3.0m and is for the interaction with strangers.

The changes in distance can affect the communication. Some things are difficult to share unless you are within the suitable personal space. The telling of a secret at a distance of 20 feet, for example, is not only difficult but would take away the confidentiality of that secret. Another example might be if you entered someone’s office and remained standing above the seated occupant. Even without the invading of personal space, such dominant body language can affect conversation on a subconscious level. Remember both body language and personal space is important when dealing with angry or frustrated customers.
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Lesson 6

High Risk Conflict

Aim

To familiarise you, the learner, with recognising high risk conflict

Objectives

By the end of this session you will be able to:

􀂃 Explain the 4 A’s

􀂃 Demonstrate lead & support

􀂃 Explain the need for exit strategies
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HIGH RISK CONFLICT

High risk conflict situations are situations were the member of staff involved is at immediate risk of being attacked. It is important that staff can recognise the signs of escalation and respond as quickly as possible to reduce conflict and aggression. Aggressive behaviour can be one of the most frustrating issues Door Supervisors may have to face. Before approaching the problem, consider the SAFER approach from the first lesson.

As with any problem behaviour, the first step is prevention. People tend to become aggressive in some pretty predictable patterns. They will start with frustration and are triggered up the scale. Recognising signs of escalation are an important part of managing situations effectively. Signs of escalation are:

􀂃 Red face, clenched teeth, glaring

􀂃 Abuse that is personal about you

􀂃 Moving into your personal space

􀂃 Fists clenched and arms raised

􀂃 Finger pointing leading to poking and physical contact

􀂃 Swearing and abusive language

When dealing with high risk conflict situations, you will find it useful to follow the 4 A’s rule. The 4 A’s is a way of dealing with situations so that they do not escalate:

􀂃 Don’t get Angry

􀂃 Manage Abuse

􀂃 Maintain a positive Attitude

􀂃 Be Assertive

LEAD & SUPPORT

Lead & support is the description for how two members of staff will work together to deal with a difficult situation that has the potential to be high risk. The lead and support system of working is how two colleagues will work together to watch each others backs whilst ensuring that the situation is dealt with effectively and quickly.

The lead role is taken by the member of staff who initially deals with the aggressor. The ‘support’ will be the colleague who will observe the situation whilst watching for signs of escalation from either the aggressor or colleague. The support will communicate with colleagues and be a witness. The support will need to take up a position that is not too close to be ‘dragged’ into the situation whilst close enough to monitor the situation and co-ordinate communication with control etc. The support will also have the important role of stepping in and ‘switching’ with the lead if the lead starts to become ‘emotionally’ involved. Once the roles have been switched the colleague who has just been removed from the situation will take up the support role.

It is vital that both colleagues are aware of this tactic and that if the support tries to take the lead that the lead withdraws. If they fail to withdraw it will result in both colleagues being involved in the row and nobody watching their backs.

EXIT STRATEGIES

Exit strategies are a sensible reason for leaving a situation that is getting out of hand. Staff will often find it difficult to leave and will often stay too long in a situation that is quickly escalating.

When we find ourselves in a situation, which we recognise as high risk, it may be necessary for us to exit from the situation. This is to take ourselves out of immediate danger and to allow the time to think rationally about how to deal with the incident. By leaving a situation we can take time to calm down and start to think rationally.

People often find it difficult to get out of such situations without ‘losing face’ and therefore stay longer than is safe to do so. An exit strategy should be pre-planned and it is important for you to take time to consider how you will leave a situation without escalating it. Examples of simple exit strategies may be: 

“I am sorry, but as you arrived I was dealing with an alarm activation that I have put on ‘mute’, I need to go and reset it before it activates again and I will then be straight back”.

“I am unable to make that decision so will go and get my Manager who can deal with that for you”.

Communication & Conflict Management
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Lesson 7

Problem Solving

Aim

To introduce you, the learner, to problem solving

Objectives

By the end of this session you will be able to:

􀂃 Recognise that customers will have different points of view

􀂃 Explain what a win-win situation is

􀂃 Recognise the value of delivering a gift
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POINTS OF VIEW

It is important that when somebody is angry or frustrated that you appear to understand their point of view and show understanding of their problem or complaint. We need to calm the person down so we are able to communicate effectively in a rational way. 

As Door Supervisors you will meet lots of different people and each person means a fresh point of view, a different view and a new opinion. We each view the world a little differently and our points of view are the result of our prior experiences. Unfortunately, many people believe that their point of view is the right one, simply because it is the only one they know. Some people also believe that everyone else sees things exactly as they do.

WIN – WIN

It isn't easy to be rational during a conflict. Moreover, it may seem very unlikely that an aggressive person would give up a chance to take advantage if they thought they could win an argument. Negotiation skills help you to resolve situations where what you want, conflicts with what someone else wants. The aim of a win–win situation is to explore the situation to find a solution that is acceptable to both parties. 

For a negotiation to be 'win-win', both parties should feel positive about the situation when the negotiation is concluded. This helps to maintain a good working relationship afterwards. The negotiation will have the goal of finding a mutually acceptable compromise that gives you both as much of what you want as possible. Ultimately, both sides should feel comfortable with the final solution if the agreement is to be considered win-win.

Emotion can be an important part of discussion because people's emotional needs must be fairly met. If emotion is not reduced where it needs to be, then the agreement reached can be unsatisfactory and temporary. "Win-win" negotiating is a process for resolving conflicts, a way of fairly settling a disagreement. It isn't about getting the best deal for me; it is finding the best solution for us.andbook
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Your Win Customers Win

Minimal aggression and upset

Being listened to

Looking professional

Being dealt with professionally

Successful solution

Fair treatment

EMPATHY

Empathising is an essential skill when relating to others. Empathy means understanding another person so well that you identify with him/her, you feel like he/she does. The Indians expressed it as: "Walking a mile in another person's moccasins." It is listening so intently and identifying so closely that you experience the other person's situation. We can use phrases when dealing with customers that show empathy. Showing empathy is not accepting the other person’s point of view as being right but it is accepting their right to have it. Phrases that show empathy are set out below:

􀂃 I am sorry this has happened to you

􀂃 I can understand you are upset, I would be upset too

􀂃 I can understand how frustrated this has made you

Empathy shows you care and that you understand the other person. If the person believes that you can really understand their point of view you will start to win their trust.
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LISTENING

“If we were supposed to talk more than we listen, we would have two mouths and one ear”

Mark Twain.
A good listener looks the talker in the eye, nods at and leans towards the speaker, encourages the talker with smiles and "uh-huh," carefully avoids distractions and the other barriers, remains interested in understanding the talker and freely shares his/her own opinions and experiences when it is his/her turn to talk.

Of the time we spend communicating, only 45% of that time is spent listening. We all want to be listened to. It is insulting to be ignored or neglected. We all know what it means to listen, to really listen. It is more than hearing the words; it is understanding and accepting the other person's message and also his/her situation and feelings. A person who is angry and frustrated will soon become angrier if they believe that you are not listening to them. 

When dealing with an angry or frustrated customer you will need to actively listen. By actively listening you will show the person you are listening by maintaining eye contact, nodding and paraphrasing back, parts of the conversation. Above all we must guard against prejudices, closed-minded opinions, defences, and fears of being wrong which prevent us from hearing what is said.

DELIVERING A GIFT

When a situation is not going anywhere, sometimes it is useful to give the customer something that indicates you have tried your hardest for them. We all have gifts that we can give to customers. Examples of gifts are set out below:

􀂃 The number of the local taxi company

􀂃 Providing the use of the telephone

􀂃 Your name as a contact for the future

􀂃 A seat whilst they are waiting

Communication & Conflict Management
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Lesson 8

Learning from Conflict

Aim

To ensure you, the learner, understands the importance of learning from conflict situations

Objectives

By the end of this session you will be able to:

􀂃 Explain the use of force

􀂃 State the reasons for reporting incidents

􀂃 Recognise the importance of learning from incidents

􀂃 Recognise the importance of supporting victims

SUPPORTING THE VICTIMS

Everyone is an individual and is affected by crime and violence in a different way. It partly depends upon someone's psychological makeup before the incident, and their perception of their own vulnerability. By this we mean how safe they feel afterwards and if they are concerned that it

could happen again. The emotional process of coming to terms with being a victim of crime has much in common with the way people recover from other types of trauma. Most people go through three stages:

1. Shock - There may be feelings of disbelief, anger, confusion, or depression. There may be a period of denial, where people say they're not that badly affected, but really they can't admit that they're upset about what happened.

2. Acceptance - What has happened slowly starts to 'sink in'. 

3. Readjustment - Where the person gets back to their usual life or makes changes to it, often to prevent similar events happening again. These feelings can vary in intensity. Recovery often depends upon the type and severity of the violence or force used, and may take days or even years to get over. It may be a case of 'one step forwards, two steps back' with some people. During the adjustment process, people are trying to make sense of what has happened to them. Strange or negative thoughts are common, and people often blame themselves in some way for what has happened. When coming to terms with being a victim of crime, it's not unusual to experience intense emotions such as fear and anger, or obsessive thoughts and flashbacks.

We can help by supporting someone who has been the victim of an assault. It is important to watch for changes in their behaviour and negative thoughts, some of which are listed below. You will need to be supportive and you can do this by simply listening.
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Negative thoughts may include:

􀂃 Somehow I brought this on myself, it's my fault

􀂃 I'm probably overreacting

􀂃 Why am I feeling like this? I don't understand

􀂃 I could have prevented it

􀂃 Now I feel weak and or less of a Door Supervisor

􀂃 Should have fought back or been able to do more

􀂃 It might happen again, I'm vulnerable

􀂃 I want to hurt or kill the people who did this to me

Most people can also benefit from practical advice as well as a listening ear and emotional support. Victim Support is an organisation that can help with this and can give advice on personal safety, giving evidence, and how to claim compensation.

REPORTING & ACCOUNTING

You will be asked to account for your actions when force is used. This can include any actions you took and any actions you did not take. It is important that you include as much detail as possible in your report because you may have to account for your actions some time later in a court of law. It is not enough for you to say in your report that someone became abusive and angry, as six months later this description will mean very little. If they were abusive you should include what was said and how it was said. If they were angry you must describe how they were angry. For example, were they invading your space and making you back away, were their fists clenched? Were their faces red and flushed? Were they sweating and staring?

Ensure you have put enough detail in your report to justify what you did and why you did it. Remember that it is important all incidents of violence are reported under the Health & Safety at Work Act 1974.

USE OF FORCE

Anyone can use reasonable force to protect themselves or others, or to carry out an arrest or to prevent crime. You are not expected to make fine judgments over the level of force you use in the heat of the moment. So long as you only do what you honestly and instinctively believe is necessary in the heat of the moment that would be the strongest evidence of you acting lawfully and in self defence. This is still the case if you use something to hand as a weapon. 
As a general rule, the more extreme the circumstances and the fear felt, the more force you can lawfully use in self defence. The police weigh all the facts when investigating an incident. This includes the fact that the aggressor caused the situation to arise in the first place. The police have a duty to investigate incidents involving a death or injury as things are not always as they seem.

LEARNING FROM WHAT HAPPENED

Incident reviews are a way of reflecting on the causes and impact of unusual incidents in your place of work. You might review positive events, having a new event at your venue that went well or negative ones such as a near miss. The types of incidents that may need reviewing are:

􀂃 An assault at the venue

􀂃 A drug find

􀂃 A customer complaint about a member of staff

􀂃 A staff member resigning unexpectedly due to stress.

The following steps can be used to review incidents:

1. Identify and record the incident

Describe what happened and how it affected the victim, you, and the venue. Think about how it could have been avoided and what might be done to stop it happening again.

2. Prepare for the review

The review should encourage mutual support and openness, and emphasise learning. The lead of the review should set ground rules such as confidentiality, having an open discussion, allowing everyone to speak and participate in active listening, and not allocating blame.

3. Running the review

The review meeting should consider the following points:

􀂃 What happened?

􀂃 Did something go wrong?

􀂃 What things went well?

􀂃 How did it affect the victim, you, and the venue?

􀂃 Could it have been avoided?

􀂃 Can it be stopped from happening again?

􀂃 What action needs to be taken by whom and when?

􀂃 What learning or personal development need has it highlighted for others?

4. Keeping a record

Keeping a log of all critical incidents can help identify patterns. If you

have a repeat of the incident you can see whether you put into place

the changes you agreed in the review.

