ESSENTIAL STEPS FOR INTERCEDING IN BEHAVIORAL ISSUES

When there is an opportunity to empower students to show appropriate behavior or take positive steps to display good citizenship, remember to focus on the goals of our learning college.  Start by helping the student to understand the importance of having a positive experience in every situation.  Our goal is to empower the student to focus on the learning objectives of the college and become a partner in the educational arena.

When responding to situations that have disrupted the climate for a positive working, social or study environment, always start with a positive and/or supportive approach.

Take the initiative to respond immediately.

Note the behavior you observed auditorily and/or visually.  Describe the behavior in an non-judgmental or critical way.  Be specific, concrete and precise in your description of the behavior but, don’t evaluate.  Be objective and supportive.  State the guidelines, policies, or etc. and consequences or impact of behavior.

Approach the student with their best interest at heart.
Be honest and expect honesty
State the need for behavioral change.
Offer alternative or preferred behaviors.
Restrict feedback to current behavior observed. 
Refer to past behaviors only when there is documented evidence of a previous contact with the person about their behavior.

Critical Keys in Setting Behavioral Limits:

· Make sure that limits are clear.  Don’t assume he or she understands why the directive is being issued.
· Be sure limits are simple.  Don’t make them overly complex.  When a person is irrational they do not need five or six options to process.
· Make sure that any limits imposed are enforceable.
Example:  If you tell someone they must calm down or they will have to be removed from the area be prepared to do so.
· Do not deliver limits in a threatening manner.  Make the person realize the consequences of his or her behavior are up to them.  Limits must be reasonable.  Avoid getting into a “no win” situation by issuing limits which cannot be enforced.  The “do it this way or else” ultimatum can be the spark which ignites the dynamite in a volatile situation.  Inform the individual of the positive consequences resulting from his or her compliance.  Let the individual make his or her own choice.




Preventative Techniques:

Example:  If the person is getting too loud the first step is to let him or her know why this behavior has to cease.  A simple explanation of “the noise is disturbing others” can often be enough to calm the person down.  If it is not, there is no need to threaten the person into compliance.  Instead point out that he or she can remain in the area if he or she quiets down.

Also inform the person that he or she will have to be escorted out of the area if the behavior continues.  Make the person feel as if he or she has a choice.  Limit setting is a skill, which requires practice and a calm professional approach.  Verbal abuse by anyone can be frightening, not to mention insulting.  It is crucial, however, to maintain professionalism.  A verbal loss of control at this moment may be the reaction which escalates a person into a total loss of control.

Recommendations from the Response Team Handbook For Non-Violent Crisis Intervention

The personnel will take steps to prevent violence and safely intervene when disruptive behavior has gone too far.  Of utmost importance, the personnel will attempt to not damage the professional bond that may have been established between the students and individuals given the responsibility for helping the student to get a quality education in all areas of their lives.

Display the Following Attitudes:
a) Supportive
b) Directive
c) Therapeutic rapport
d) Maintain appropriate personal space
e) Use appropriate communication elements

Use the Following Tips and Techniques:
a) Remain calm
b) Isolate the situation
c) Listen
d) Enforce limits
e) Be aware of nonverbals
f) Be consistent

Use Empathic Listening:
a) Be non-judgmental
b) Give undivided attention
c) Listen carefully to what the person is really saying (focus on feeling, not just facts).
d) Allow silence for reflection
e) Use re-statement to clarify messages
A suggested script for assisting Student Services and other staff in responding to students’ behavioral issues.

Probing Questions

	Staff persons:  “Hi, I am (staff person name) and I came over to talk to you . . . 

1) What’s your name?  (When one person has been identified)
2) Are you taking classes here?  
3) I’d like to talk with you in private.  Let’s take a deep breath and try to relax a little bit. (if person has become upset).
4) Take your time and tell me what happened.
5) Take the initiative to respond immediately.
6)  Note the behavior you observed auditorily and/or visually.  Describe the behavior in an non-judgmental or critical way.  Be specific, concrete and precise in your description of the behavior but, don’t evaluate.  Be objective and supportive.  State the guidelines, policies, guidelines, or etc. and consequences or impact of behavior.
7) Approach the student with their best interest at heart.
8) Be honest and expect honest.
9) State the need for behavioral change.
10) Offer alternative or preferred behaviors.
11) Restrict feedback to current behavior observed
12) Refer to past behaviors only when there is documented evidence of a previous contact with the person about their behavior.

If no one can be personally identified, address the group as a whole and state:
1) “The group as a whole has been identified as going beyond some of the limits for showing good conduct.”
2) “Is there anyone in the group not enrolled for classes this term?”
3) I’m assuming everyone here is a student, if not just the students need to stay.  Those of you who have sat here before or after your class time, know that there is a “certain expectation that we expect from students who sit here”.
4) Take the initiative to respond immediately.
5)  Note the behavior you observed auditorily and/or visually.  Describe the behavior in an non-judgmental or critical way.  Be specific, concrete and precise in your description of the behavior but, don’t evaluate.  Be objective and supportive.  State the guidelines, policies, guidelines, or etc. and consequences or impact of behavior.
6) Approach the student with their best interest at heart.
7) Be honest and expect honest.
8) State the need for behavioral change.
9) Offer alternative or preferred behaviors.
10) Restrict feedback to current behavior observed
11) Refer to past behaviors only when there is documented evidence of a previous contact with the person about their behavior.
