Crisis Intervention Decision Maker

ARE YOU OR OTHERS IN DANGER?

YES NO
CALL 911 Is the customer’s behaviour
potentially illegal or violent?
YES YES
AND INFORM YOUR * Using or dealing drugs
MANAGER AND OTHER * Viewing child pornography
STAFF MEMBERS * Aggressive/potentially violent

* Committing theft or vandalism

No

Manage the situation

* Ask another staff member to
help you out

Manageable situations include:
* Sleeping in the library
* Drinking alcohol
* Viewing porn
* Llaying on the floor

®* Unattended items

Four step behaviour management:

Do you need _
urgent 1. Ask for behaviour to stop
assistance? 2. Ask if they need assistance

3. Ask customer to leave if
behaviour continues

Adapted from Missoula (MT) Public Library 2018



Crisis Intervention Decision Maker

STEPS TO MANAGE CUSTOMER INTERACTION

Know this first:
* Beaware

* Be safe and ask for help. Have someone stand by as a witness and to help as needed. If needed, one
person can call 911 while the other stays engaged with the customer. Or, if the customer gets
escalated with the first person, they can “tap out” and trade spots, disengaging the tension.

Recommended behaviour
* Take a deep breath before approaching the customer.
* Be polite, friendly and empathetic. Introduce yourself.
* Be clear about why you’re talking to them.
* Keep your cool. Use a modulated, quiet tone of voice to keep customer calm and you in control.

* Stay safe: put space or an object (table or book cart) between you and the customer. Staff member
should keep hands visible at all times.




