RESPONDING TO ANGRY/AGGRESSIVE STUDENTS

1. As a staff, develop several different response plans. Create a plan for day and evening hours. Who is available for help and/or back up support?
2. Always keep yourself and others in the area safe – remove other students from the area. Don’t hesitate to contact campus police. If you have a “speed dial” feature on your telephone, you may want to program in their emergency number.  

3.  Establish a code word that staff recognizes as a call for help, but that won’t further upset the person.

4.  Put physical space between you and the other person. You may want to have a piece of furniture, such as a desk, between the two of you. Try to not let the person stand between you and an exit.

5.  Be aware of and “check” your own emotional responses.

6. Use assertive language and assertive body language. Present a calm, serious appearance. Talk in a non-judgmental manner (don’t “shame and blame”, patronize, or label).

7. Encourage the person to talk to you and explain the situation from his/her perspective.
8. Attempt to reach an agreement, but don’t agree/promise to do things you can’t.  Defer to your supervisor.
9. See “Make the Right Call” brochure.
10. Process and document the incident.  
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