* Approaching an Upset Person

.'By_Relfand W O:ue”eh‘e; Diredor' of Training and Co-Founder of SAM® Training, LLC™ .

How l'rmny of you krow officers who
- anger; people as'soon as they approach
mem and anger them éven more as soon

a8 they open their mouth? On the other”

sidé of the coin, how many of you know

" offiters who calm peoplle as soon asthey-

appfroach and further calm therd as soon
- as they open their mouth? We all do:

Non verbal and verbal s:gnals are the

: -most w1dely used forms of Communlca-

© tions. Yet, these: are the most often.ne-.
glected aréas of training for campus of-
 ficers. Some experts think physical pres--

ence and connnumcamons skills alone can -

harxdle up to 98 perceit of the. mCldentS
= pot'ennally requiring force. :

“Peopleare constantly communicaiing on’
differerice. In- some C_ultures like the En-
glish, Northern Eutopeans,  and most

Anglo-Americans, body contact may not |

. asybconscious level. Ray Birdwhistell, who

carried out extensive body language studies

in the 1950s, says, “Ten percent of the mes-

*'sage we deliver to people is verbal nihety’

: percent isnon-verbal.”

.' Cohswler Body Lunguuge When
Approcchmg an Upset Person - -

o .Body language or non-verbal commumca— '
- tiont signals can be divided into three ar-

" east space and react:onary distanice, eye
contact gestures and posture; . .
€1) Space: On average, personal space

"(proxefrucs) to the front is three feet, to-

the side, one and one half feet,and to the
reaf; five feet. This is thé area surrounding

s that others are expected not to intrude. -

Imagme approaching an upset person and
" seeing 4 three-foot, oval shadow fo your
. front that surrounds your entire body from

-your féet to the top of your head. A simi-
- lar shadow isalsoin front of them AS you :

* Non-verhal and verbul ﬂgnuls are the most
mdely used forms of commumcnhons Yet,

- ftraining for campus officers.

approa‘cll yo‘ua; sllaatj:ws iﬁterldcl_(,' Whlch
makes people uncomfortable. If you stop

- four feet from the person you are approach- .
Jing and turn your body at a 45 degree
angle, ittakes the shadow away from them.-
-This is supportive as you no longer violae
‘their personal space. Tt also miakes you
safer as - you are protectmg your Vltal line -

(nose to groin).
‘Personal space is refative fo cultural

be appropriate, while in other cultures

such as Arabs, Latin Americans, and South-
ern'Mediterranean(s), making body con-
- tact is more common. We .are a multi-
* cultiiral society and have to be aware of

this difference.

. Personal space also is relatlve o up—
bringing. A petson’s upbringing can some-
“times causeé problems with regard to per--

sonal space. On one hand, children who

are raised in lovmg environmerits usually
~have small personal zones as adults. As
" adulfs, they may have a téndency to
touch people as part of their communi-
‘cations process. On the other hand, re- -
search shows that children who were not -
given adequate love, were raised in an
environment of abuse (physical,. emo-
“tional, .or sexual) or were left, “home -

R

alone” too often tend o become physi-

cally hostile as adults and have larger - -
2 -p_ersonal_ ZOMES. Aggression can_be qu1ckly" o

) - these are the mosi often negledied areas of . triggered if they até touched or their zone -

is violated: by a person who has a ten-
dency to touch people. - - o

Personal space is relative to gender as
well Generally, males are more tetritorial

than- females and have. larger personal o

zones, ‘When a male approaches another,

‘male, it is more t_hreatemng 16 both males -
‘than when a female approaches.a male, " -
-or when a female approaches another fe— :
male, ,
Reactmnary ‘Distance; Th1s is the -
distance between _ourselves and an indi-
“vidual within which our 'a_bilit'y' toreactis

greatly reduced. This distance is a mini-.

-mumt of four feet. -

Therefore; when approachmg an up—._-
set person we should stop at least four

'feet from that person o
(2) Eye Contact: Reading and using -
proper eye contact is an 1mportant non-

verbal skill.
Proper nse of eye contact: Mam—

taining constant eye contact while speak-

ingtoan upset person usually raises their

anxiety level and is seen as an aggres-
- sive act. Makmg little eye contact when .
‘the upset person is Complammg shows' B

no suppomveness

_ Therefore, maintain eye contact 60- 70
percent of the time when you speakand .

0 percent of the time when the mdmdual B
speaks : .
Interpretmg eye contact. A dxrect oo

8 immterrupted stare shows that a person

Conunued on page 35
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is fr%zing to establish dominance. This stare

is also used when a pérson is being ver--

bally aggressive. Eyes quickly jerking up
or down or from side to side may show that
a person is hallucmanng, hearing voices; or
bemg spied upon by a nonexistent person.

. ._ ‘Eyes thatare glazed, or empty, or look- -
_ing. through you may; Inchcate a persomn-

who'i is drugged, mtomcared or emononaliy

= chsturbed These eye: sxgnals may indicate
a hxgher potential for aggressiveness. The s
*_person may become nﬂamed with fietle or

o provocation. The tafget glance is one
of the most important eye signals to récog-

Tiizé. We are visual animals and we use our

eyes for over 80 percent of our infofra-
- Hori. We look at the pen before we pick it

' upWe look at the paper before we write
on if. We look at the basket hoop before
we shoot the ball; So, people will look at
" the tan get before they attack-it. A person -
il look at the chin- before- punchmg it,-

- look at our groin before kicking it, and look
~atour thioat before cuiting it. Knowing this

-, givés us a tremendous advantage overthe
other person, especially since there is usu- .-

ally a pause of at least 4/10ths of 2 second
betiveen the glance (the time the person

: _breaks direct eye contact, and then looks .
ooat the target) and the attack. This’ pause
: gives us suffi(:]ent nme to create space or _'

b : verbahze

(3) Gestures arid Postures Slgnals __
coming from different parts of the body

that reffect thou ghts and feelings.

: Using gesture and posture to show
' supportlveness Leaning the : body_-'

shghtly forward shows concern. Leari-

ing the body slightly backwards shows
- defensiveness and fear. Placing your

hands at waist level w1th both palms

up and open shows suppomveness Lean-
“ing :th_e head and shoulders:slightly for-

ward .also sends a
. supportiveness. . ‘

_ Interpreting gestares and pos-' )

tures: Head and shoulders tilted back

indicate aggression or defiance, Breath-

‘ing that gets faster or deeper indicates
aggression. Arms crossed high on the

_ chest indicates .anger. When hands are-

‘opening and cIosmg, that shows anxtety
or aggressmn : :

. 8even

‘begin sentences, such as: “T sense. .,
feel..

signal of -

Consider Verbal Communications

When Approaching an Upset Person

The impact of words i$ as follows: words
- percent,
(paralanguage) 38 percent, and facial ex-
pression: 55 percent. Therefore;

paralanguage is-five times more effec- -
tive than the words, and facial expres- ..
:sion (breaking your face_)_ is eight times . .
' . aggressiveness within 1/10th of a second. -
“of meeting them. Qur body language is
‘critical when approaching an upset per-
_son:, What we say and how we say it'is -

more effective than the words.

upset person
' Paralanguage is the foundahon of all

 “verbal communication skills: Paralanguage,

the way in which we say things, is the

* most important communication skill. Like
_body language, paralanguage expresses.
- emotion. Tore, volume, ‘and rate. of .
‘speech reflect whether we treat individu-
als with respect or ‘as inferiors, and
- whether we are supportive, asseftive, or
defensive. Keeping a low volume, tone, -
-and speakmg slowly hasa calming effect
~on-the upset person and helps control

your own anxiety.,

- Introducing yourself gets their at- -
tention focused on you and establishes -

who yourare. This takes the focus off of
the problem and estabhshes an equal foot-

ing. Saying, “Excuse me, Mrs, ]ones I'm
Roland from the security department,
" How rnayl help you?” versus “What sthe

problem here? - S
- Starting a sentence with You is Visu-

a]ly followed by words like should, shc_)uld-
not, always, and never. Evaluating, pre--
scribing, and advising people usually .

comes naturally to us. Instead, use “I” to
» HI
" “I would like to know. ..

. Oﬁ_l_' body language i's:criiicu'§ when'
upprouching an upset person. What we say
and how we sty it is ulso very important.

toné/inflection’

Some verbal skills used to calm an:

” does’.
-not 1mp1y a message. bt rather feehngs
Using open-ended questions allows
peoplé to reflect féelings and address the -
content. Open-ended questions cannot be *
Canswered with one word. Example of 2
closed question: “Are you upset?” The" -

answer probably is, “Yes!” An example
of an open-ended question: “I sense some

‘anger, can you telI me why you feel an- '
gy '

Finally, recent fesearch from Pnnceton

g Unlvers1ty ‘shows that when we meet.

someone for the first time, we make our

initial judgmients about a person’s likabil-

ity, trustworthiness, competence, and-

alsovery 1mportant
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