Kids Crossing

SGF Competency Module I:

De-escalation techniques, conflict resolution, and mediation skills.

I. Read Article 1:  Conflict Resolution Styles
II. Read Article 2:  Teenagers’ Problems – Have You Tried Mediation? 
III. Read Article 3:  De-Escalation Techniques:  How to Take The Wind Out of Their Sails
IV. For 2 hours of extra credit:  Facilitate a group with your teens around the “Conflict Resolution Fact Sheet for Teens” and using the skills you have learned.  Write a one page report on how the group went.  
V. Complete attached quiz for credit. In case of married providers, each spouse must complete their own completed quiz.

VI. Turn into Kids Crossing staff to receive 2 hours of training credit or turn in the report on your Conflict Resolution group for 2 additional training credits.
Article 1.  Conflict Resolution Styles

Approaches to Interpersonal Problem Solving for Teens by Susan Carney 

Problems with other students may be the result of ineffective conflict resolution approaches. Help your kids learn better alternatives. [image: image1.png]
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How do your kids approach social conflicts? Their conflict style may have a huge influence on the outcome of their disagreements, as well as on the quality of their social relationships in general. Try to identify which of these three main styles your students use, and help them learn more effective strategies, if needed.

The Passive Approach

These teens are likely to have trouble communicating and advocating for their needs. They may be afraid to stand up for themselves, either because their self-worth is low or because they lack good communication skills. As a result, other kids realize early on that these kids can be pushed around with little repercussion. These students may be more likely to have problems making friends or to be bullied. The relationships that they do have are often unfulfilling because they allow their “friends” to treat them badly, yet they don’t know how to change this dynamic.

The Aggressive Approach

Students who use this style are often confrontational and intimidating in their personal interactions. They can use threatening verbal or body language and often don’t seem to care about the other person’s needs. Their sole goal is to get what they want. Cooperation may be difficult for them, and their approach to other people may be abrasive. They may resort to name-calling or threats to get their way. These kids are more likely to be the bulliers, causing other students to fear or avoid them. If they use this same approach with authority figures, they may wind up with discipline and other problems.

The Assertive Approach

These kids know how to get their needs met while respecting the needs of others. They know how to cooperate and compromise, and their goal is to achieve a win-win outcome. Their verbal approach is respectful and solution-oriented. These kids have learned effective communication and problem-solving skills. They listen to others, but are able to make their own needs and ideas known in an assertive manner. This is the ideal approach to use in most situations so that everyone comes out a winner.

What Can You Do?

· Model assertive problem-solving. Make sure kids see you handling conflicts respectfully yet assertively. You can even verbalize the steps as you go to enhance learning. For example, you might make a comment such as, “I want to make sure he hears what I am saying, but I don’t want to come on too strong.”

· Role play how to handle conflicts. Kids need guided practice in developing respectful yet productive responses to conflict situations. They also often have a hard time recognizing and interpreting the subtleties of feelings and intent in spoken language. Help them process these, as well.

· Work on communication skills. When a teen verbalizes how they feel during a conflict, not only does it help the other person understand their point of view, it helps the teen clarify their own feelings, as well. Help teens learn to use “I messages,” reflect the other person’s perspective back to them, and use good listening skills.


Article 2:  Teenagers’ Problems – Have You Tried Mediation? 
It’s a well know fact that teens at times can be difficult but when teenagers’ problems begin to affect the other siblings in their family and conflicts arise there are things that parents can do to intervene.

When children are young, parents serve as the referee for most of their kids arguments. With very young children this is an effective way to handle conflict but as kids get older you need to teach them as well as model for them behavior that will help them to learn how to handle conflicts between themselves with much less intervention on your part.

This will not only make things run more smoothly in your home on a daily bases especially when teens are involved but will also teach your adolescents how to deal with conflicts out in the rest of the world when you can’t always be there to handle your teenager’s problems for them.

This after all is the biggest part of our job of parenting. We need to slowly but surely prepare our kids for getting along with people under many various circumstances. And handling conflict appropriately is an essential tool for the various problems that do arise in a teenager’s life.

So, here are a few tips to help you fill this part of your job requirement, create more peace in your home and even take care of some of your teenagers’ problems all at the same time.

Teach The Tools Of Mediation

Mediation can be taught to your teens as well as your younger children as a great tool for solving problems and resolving conflicts.

When first teaching this method to your kids no matter what age they are, parents will need to be the moderator for this type of mediation. This way your children will learn by example to model appropriate behavior and techniques. You will also be able to instruct them on the ground rules for mediation.

· Begin by asking each child to explain their own point of view rationally and calmly. Don’t allow screaming, yelling or any type of physical contact or verbal put downs.

· Flip a coin or use some other way to choose who will go first and then allow each one a turn to speak uninterrupted by the other child. You can just let them talk until finished expressing what they have to say or give them a predetermined time set on a timer.

· If the rules you set for mediation aren’t followed give the offending party a time out until tempers have time to calm down. Don’t begin mediation until each child has their temper under control. This will allow each child to be heard as they express their own concerns, opinions and feelings.

· Now once each child has had their turn to speak give each one a second turn to give suggestions for possible solutions.

· If need be, give each child or teen an additional turn to offer their thoughts and feelings on a compromise for the suggestions presented by all sides. This helps kids to learn effective negotiation tools and encourages teenagers with problems to get in touch with their feelings and realize that parents will actually listen to what they have to say.

· The moderator can interject their own suggestions once each party has completed their turn for each round.

· If they haven’t come up with their own compromise for a reasonable solution acceptable to both parties at this point in the mediation, the rule is that the moderator has the right to determine the solution and both parties must abide by the decision.

Once this method is learned by the kids and they have reached an appropriate age to handle this on their own, they can use another sibling as the moderator if they prefer instead of a parent.
In fact, this use of an additional sibling, other relative or friend helps kids to learn how to handle conflicts in the outside world as a parent won’t always be there to moderate for them.

This is a great way for teenagers to learn how to solve problems on their own since they much prefer to come up with their own ideas rather than have the solutions dictated by their parents. And this is also an effective way to keep teenagers’ problems from spilling over onto other siblings in their family.

So, give mediation the opportunity to work for you and your family. Who knows you and your spouse might even find out that it’s actually an effective tool for your own problems and conflicts.
Article 3:  De-Escalation Techniques:  How to Take The Wind Out of Their Sails 

Have you ever been involved in a situation with an angry person when you felt defeated? Either you escalated to their level of aggression or you allowed yourself to get lambasted and felt battered in the end? There are some easy techniques to work with an angry person to take their level of volatility down to a manageable level so you can intellectually process the problem with them.

Attempting to reason with those who use anger to intimidate, control, get attention, avoid responsibility, or pump themselves up will generally further add to the aggression or at the very least, be ineffective. Your first order of business is to de-escalate the level of anger.

Often in our work environment, we are confronted with angry people, co-workers, those we supervise, customers, supervisors and stakeholders. In the majority of the situations, it is to your benefit to reduce the level of anger in the other person.

Before intervening, do a quick assessment to see if you are in the proper frame of mind for an intervention. This generally means can you view this person as someone who is doing the best he or she can to gethis or her needs met at that point in time? Are you of the mind frame that you will not be reduced to his or her level of anger should you intervene? Can you allow that even if you do everything correctly, people may still maintain their anger because it is what works best for them without feeling as if you failed? If the answer to these questions is yes, then proceed.

De-Escalation Techniques

1. Simple Listening: Sometimes all that is needed is to allow the angry person to vent all their anger and frustration to someone who is actually attentive to what they are saying. Do not attempt to say anything. Just listen attentively, nod your head and sometimes give encouragers, such as "Uh huh," "Go on," or "Yes. . ." When a person is attempting to get attention with their anger, sometimes all you need to do is to listen until their anger is spent. At that point you may ask a simple question such as, "How can I help you?"

2. Active Listening: Active listening is the process of really attempting to hear, acknowledge and understand what a person is saying. It is a genuine attempt to put yourself in the other person's situation as best you can. Active listening means you are attending not only to the words the other person is saying but also the underlying emotion, as well as, the accompanying body language.

3. Acknowledgement: Acknowledgement occurs when you can legitimately understand the person's angry emotion. You could then honestly respond with, "Wow, I can see how something like that could cause some anger!" You might say, "Man, if that happened to me, I might be angry, too." The tone of your voice is critical in this circumstance. You don't want to use an excitable tone, as it could further incite the angry behavior--rather use a calming and respectful tone of voice designed to help the other person let go of their angry emotion.

It confirms the legitimacy of the emotion, but not the behavior. You want the angry person to realize that being angry isn't the problem, the problem is the way he or she is choosing to act out those angry feelings.

4. Apologizing: Apologizing is the fourth of the de-escalation skills. I'm not talking about apologizing for an imaginary wrong. I am talking about sincerely apologizing for anything in the situation that you believe was unjust. It's simply a statement acknowledging that something occurred that wasn't right.

I am not asking you to take responsibility for something that wasn't your fault. For example, if you can't find anything for which to apologize, you can always say, "I'm so sorry you having such an awful day" or "I'm sorry the situation has you so frustrated." You can apologize without taking on the blame.

5. Agreeing: Often when people are angry about something, there is at least 2 % truth in what they are saying. When attempting to diffuse someone's anger, it is important to listen for that 2 % of truth and agree with it. When you agree with the 2% of truth in the angry person's tirade, you take away the resistance and consequently eliminate the fuel for the fire.

6. Inviting Criticism: Inviting criticism is the final of the de-escalation skills. In this instance you would simply ask the angry person to voice his or her criticism of yourself or the situation more fully. You might say something like, "Go ahead. Tell me everything that has you upset. Don't hold anything back. I want to hear all you have to say."

This invitation will sometimes temporarily intensify the angry emotion but if you continue to encourage the person to vent their anger and frustrations, eventually, they will run out of complaints. Just let them vent until their anger is spent. In essence, this is a combination of inviting criticism and simple listening.

You have been presented with six powerful and effective techniques of de-escalation. However, there may be a rare occasion when you are unsuccessful in your attempts to decrease a person's anger. Your safety should be the primary concern. Don't get between the angry person and his or her only means of escape and similarly, don't allow the angry person to block your only means of escape.

Always have a plan or an established way to get help if needed and remember to stay calm. An angry person is generally someone capable of getting out of control. When an out of control person senses they are intimidating and scaring others, it can increase their sense of power and control, resulting in an escalation of the situation. You must stay calm at all times and recognize when it is important to seek assistance.

Kids Crossing

SGF Competency Module I Quiz:

De-escalation techniques, conflict resolution, and mediation skills.
Name: _________________________________________Date: _________________
1. Please list and discuss the three main approaches teens use to resolve conflict:
a. Approach 1:

b. Approach 2:

c. Approach 3: 

2. Which of your teens are more Passive? __________________________________

3. Which of your teens are more Aggressive? _______________________________

4. Which approach do you think is the easiest to “parent” ? ____________________

5. Why? ____________________________________________________________

6. How can you model the Assertive problem solving approach?  List some ideas: 

_______________________________________________________________________________________________________________________________________________________________________________________________________________

7. List 3 ways you can teach the tool of mediation to the teens in your home:
a. __________________________________________________________

b. __________________________________________________________

c. __________________________________________________________
8. True _____ False_____ It will be helpful in the group home to encourage other teens to help mediate if necessary.   Please indicate why you answered the way you did: __________________________________________________________

__________________________________________________________________________________________________________________________________________

9. Describe a situation with a teen when you found yourself escalated: ___________

__________________________________________________________________________________________________________________________________________

10. Before proceeding in a confrontational situation with a teen, you need to first make sure you are: (Circle the correct answer)

a. In the proper frame of mind by being able to appreciate that the teen is doing the best he/she can do to get his/her needs met at this point in time

b. You need to ensure that you will not be reduced to the teen’s level of anger

c. You need to know that even if you try your best to decrease the teen’s anger, the teen may still remain angry because that works best for them at that time—and this does not mean failure. 

11. Please list and describe the 6 powerful and effective techniques of de-escalation:

a. _________________: Means -___________________________________

b. _________________: Means -___________________________________

c. _________________: Means - __________________________________

d. _________________: Means -___________________________________

e. _________________: Means -___________________________________

f. _________________: Means - __________________________________

Please submit to Kids Crossing for 2 credit hours of training.  You may use the attached Conflict Resolution Fact Sheet to help facilitate a group for the teens in your home and then write up a report on this group, for 2 additional training credits.  

**For additional, related training:  Please click this link to watch a 59 minute video on the de-escalation of children in foster care.  Then click on the certificate to earn credit.  Please turn in a copy of this certificate to Kids Crossing as well. You must have REAL Player to view. 

http://www.dshs.wa.gov/ca/fosterparents/videoDe-esc.asp 
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