
Given the health risks posed by the COVID-19 
pandemic, we are all dealing with higher levels of 
stress, vulnerability, and insecurity. Since people 
behave unsafe when they feel unsafe, knowing 
how to help people feel safer can matter a lot.

How can you help de-escalate a situation 
when someone is upset?  Stay calm, and...

DO DON’T
• Move slowly.

• Allow people to express anger.

• Focus on reflecting their feelings. (“I see 
that you are really upset.”)

• Show your readiness to help. (“I’m here 
to see what we can do for you.”)

• Pause and slow the conversation.

• Set respectful boundaries. (“Let’s see if 
we can sit down.”)

• Let the person know that you are close 
by if he or she needs you.

• Recognize a person may be overwhelmed 
by sensations, thoughts, or voices 
beyond their control.

• Swap out with others when you need to 
step away.

• Approach a person quickly or crowd 
their space.

• Brush it off if they threaten to harm 
themselves or others.

• Argue about behavior. (“You can’t yell in 
here.”)

• Threaten consequences. (“If you don’t 
calm down you’ll have to leave.”)

• Ask many questions at once.

• Try to force change. (“You need to stop 
pacing!”)

• Demand conversation. (“You’re going to 
have to tell me what you want.”)

• Take their anger personally. 

• Feel like you have to deal with it alone.

SAFETY & DE-ESCALATION DURING COVID-19

How can you help people feel safer? How can you keep yourself safe?

Helpful Questions to Remember:

What’s the 
problem? How can 

I help?

What usually 
helps you?

• Always ask permission to approach someone.

• Always give a person room to feel that they can walk away.

• Don’t crowd or stand over others; sit down if possible.

• Use calm and welcoming non-verbal cues (e.g., tone of 
voice, facial expressions, body language). 

• Stay alert.

• Trust your intuition. 

• Know your exits.

• Don’t assume the temperament  
of someone’s pet. 

For more information, visit pmhp.ucla.edu/guides


