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! L.O.V.E. De-EscaIation PAGE 1 - RECOGNIZE & PREPARE

Listen. Observe. Validate. Engage.

RESPOND TO TENSION WITHOUT ADDING TO IT

L.O.V.E. is a practical de-escalation framework for tension, conflict, and emotionally charged interactions while communication remains possible.
Understand the concern. Reduce tension. Maintain boundaries. Move toward resolution when possible.

TENSION OR THREAT?

TENSION THREAT

L.O.V.E. MAY BE APPROPRIATE. THE RESPONSE MUST CHANGE.

Frustration, anger, disagreement, confusion, emotional distress, or If behavior or circumstances indicate immediate danger to you or
disruptive behavior may still allow productive communication. others, de-escalation is no longer the primary response.

Do not remain in an unsafe situation simply because you began with de-escalation.

WHAT RESPONSIBILITY BELONGS TO ME?
You do not have to handle every situation yourself.

* Your role and responsibility. * Who else may need to be involved.
* Your training and authority. ¢ Whether the situation requires assistance beyond your role.
¢ Whether you can engage safely.

Engage when appropriate. Get help when needed.

CONTROL YOUR OWN RESPONSE FIRST

* Slow yourself and the interaction down. * Maintain appropriate awareness, positioning, and distance.
* Keep your voice, expression, and body language calm. * Avoid unnecessary arguing, correcting, or confrontation.
* Do not match the other person's emotional intensity.

THE L.O.V.E. FRAMEWORK

L LISTEN ACTIVELY OBSERVE & ASSESS
Hear the concern behind the words. Notice behavior, circumstances, and change.

VALIDATE EMOTIONS
Vv Acknowledge emotion without validating inappropriate ENGAGE WITH SOLUTIONS
behavior. Move toward a reasonable path forward.

L.O.V.E. is a flexible response framework—not a script or rigid sequence.
Continue listening, observing, communicating, and reassessing throughout the encounter.
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I LIOIVIEI De-EscaIation PAGE 2 - LISTEN ¢ ASSESS * RESPOND

Listen. Observe. Validate. Engage.

L LISTEN ACTIVELY
WHAT AM | TRYING TO UNDERSTAND?

¢ Allow the person to communicate without unnecessary ¢ Do not listen just to argue back.
interruption.

¢ Listen for the concern, need, frustration, fear, or * Do not rush to defend, correct, or solve before you understand
misunderstanding behind the words. the concern.

» Ask brief questions when clarification is needed.
Listen to understand—not merely to respond.

OBSERVE & ASSESS
WHAT AM | SEEING, AND WHAT IS CHANGING?

¢ Observe behavior as well as words. ¢ Pay attention to changes in the environment.
* Notice changes in emotional intensity, movement, distance, ¢ Determine whether communication is becoming more or less
attention, and surroundings. productive.

* Consider other people who may be affected.

Avoid diagnosing motives or labeling the person.
Assess observable behavior, circumstances, and change.

Vv VALIDATE EMOTIONS
WHAT CAN | ACKNOWLEDGE WITHOUT COMPROMISING TRUTH OR BOUNDARIES?

« |dentify the emotion or legitimate concern. * Do not excuse threatening, abusive, or inappropriate behavior.
* Acknowledge what you can honestly acknowledge. * Do not abandon a necessary boundary simply to reduce
tension.

* Do not affirm information you know is false.

| VALIDATION IS NOT AGREEMENT.

“l can see why you're frustrated.”

ENGAGE WITH SOLUTIONS
WHAT REASONABLE PATH FORWARD CAN | OFFER?

* Address what can actually be resolved. « Involve the appropriate person when the issue belongs to
someone else.
« Offer realistic choices or next steps when appropriate. ¢ Do not make promises you cannot keep simply to end the

confrontation.
¢ Explain what can and cannot happen.

DE-ESCALATION IS NOT APPEASEMENT.

RESPECT THE PERSON. MAINTAIN THE BOUNDARY.
“I want to help, but | need you to step back so we can continue.”

CALM IS NOT PASSIVE.

Listen. Assess. Communicate. Maintain boundaries. Keep reassessing.
If behavior or circumstances change, your response may need to change.
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‘I L-O-V-E- De-EscaIation PAGE 3 - REASSESS & DECIDE

Listen. Observe. Validate. Engage.

DOES L.O.V.E. STILL FIT THE SITUATION?

Conditions change. Keep checking whether your response still fits.

RESOLVING
CONTINUE APPROPRIATELY.
Signs the interaction is improving:
* Emotional intensity is decreasing. e The underlying concern is becoming clearer.
« Communication is becoming more productive. * A workable next step or resolution is emerging.
¢ The person is responding to reasonable boundaries.

Do not prolong a resolved interaction unnecessarily.

NOT RESOLVING
ADJUST * GET ASSISTANCE » TRANSFER » DISENGAGE
Signs the current approach is not working:

« Agitation continues or increases. e The same arguments continue without progress.
* Communication becomes less productive. e The situation exceeds your role, authority, training, or ability.
* Reasonable boundaries are repeatedly ignored. * Additional people or circumstances complicate the encounter.

IMMEDIATE DANGER
EMERGENCY RESPONSE
If behavior or circumstances indicate immediate danger to you or others, de-escalation is no longer the primary response.
Create safety. Get appropriate assistance. Transition to the applicable emergency response.
Where an active-threat response is required:

PROTEct ACTIVE THREAT RESPONSE
Prepare « Restrict Access ¢ Observe & Report * Take Action * Escape

L.O.V.E. should never keep you in a dangerous situation because you believe you must continue talking.

THE RESPONSE MUST FIT THE SITUATION

RESOLVING NOT RESOLVING IMMEDIATE DANGER

Continue appropriately. Adjust ¢ Get Assistance Emergency Response
Transfer ¢ Disengage

FINAL CHECK
What am | observing? Is communication still productive?
Are boundaries being respected?  Does my response still fit the situation?

L.O.V.E. DE-ESCALATION
Listen. Observe. Validate. Engage.
Respond calmly. Maintain awareness. Preserve dignity. Keep appropriate boundaries. Know when the response must change.
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