MOAB

Open

STATE ONE – ANXIETY

(approx 24 min )

A noticeable change in behavior

An incoluntary reaction or response to something that happens

​​–

Recognizing Anxiety

–

Recognizing Anxiety

• Head Down

• Face flushes or twitches

• Eyebrows frown or twitch

–

Recognizing Anxiety

• Lips twitch

• Mouth Dry, excellisve swallowing

• Veins Appear

– 

Recognizing Anxiety

• Sweating, palms or brows

• Eye contact is minimal

• Talking is minimal or excessive, nervous laugh

– 

Recognizing Anxiety

• Breath is shallow

• Pacing

• Appears confused

– 

More Signals

– 

More Signals

• Rubbing or pulling the ears

• Facial wiping

• Chain smoking

• Repeated movements

–

More Signals

• Neck rubbing

• Hand rubbing

• Finger tapping

• Knee bouncing

​–

More Signals

• Sighs

• Stutters

• Incomplete sentences

• Shaking

–

Conflict is a result of:

•Unmet expectations

• 90% of conflict is related to past experiences

–

Anxiety Triggers:

• Frustration

• Anger

• Disappointment

• Long lines

• Loss of a job



– 

Managing the person’s anxiety

• Propper space

• Supportive eye communications

• Supportive gestures, postures, and facial expressions

– 

Managing the person’s anxiety

• Empathic listening

• Supportive verbal communications

• Supportive stance

– 

Personal Space

–

Personal Space is relative to…

Cultural Differences

–

Personal Space is relative to…

Gender

–

Reactionary Distance

The distance between ourselves and an aggressor within which our ability to react is reduced.

–

Reaction Time

Reaction Time =

Perceptual Processor Time

+

Cognitive Processor Time

+

Motor Processor Time

–

Reactionary Distance

–

Eye Communication

Eye movements and signals that reflect our thoughts, feelings, or state of mind.

– 

Eye Communications

– 

Interpreting Eye Communicaitons

Direct, uninterrupted stare

60%

–

Wearing Mirrored or Dark Glasses Acts as a Contstant, Intense Stare

–

Eye Communications

90%

–

Gestures, Postures, and Facial Expressions

Signals coming from different parts of the body that reflect thoughts and feelings.

–

Gestures, Postures, and Facial Expressions

Head

Shoulders

Palms/Hands

Facial Expressions

–

Proper Gestures, Postures, and Facial Expressions

–

Proper Gestures, Postures, and Facial Expressions

Facial Expression

55%

Tone

38%

Words

7%

–

Listening

We only hear half of what is said.

We listen to only  half of that.

We remember only half of that.

–

Listening

–

Empathic Listening

Listening with our ears, but more importantly, listening with our eyes and heart. 

Listening for feelings and meaning.

–

Constructing and Empathic Statement

• Put yourelf in the other person’s shoes

• Feel their anger, fear, and frustration

• Reflect these feelings and the reason for these feelings

–

Constructing and Empathic Statement

–

Supportive Verbal Communications Skills

Use Paralanguate:

• Volume of Speech

• Tone of Voice

• Rate of Speech

​–

Supportive Verbal Communications Skills

–

Supportive Verbal Communications Skills

Introduce yourself

–

Supportive Verbal Communications Skills

Isolate the problem from the individual

–

Supportive Verbal Communications Skills

Get them to walk with you

–

Supportive Verbal Communications Skills

Use substitution technique

–

Supportive Verbal Communications Skills

45º Proper Stance

Improper Stance

–

Supportive Stance

–

Managing the Person’s Anxiety

• Proper space

• Supportive eye communications

• Supportive gestures, postures, and facial expressions

• Empathic listening

• Supportal verbal communications

• Supportive stance

–

Review Questions

– 

Summary

STAGE 2 VERBAL AGGRESSION

(approx 4.7 min not including review or summary)

Testing Stage

–

Recognizing Verbal Aggression

• Face red

• Lips pushed forward

• Direct prolonged eye contact

–

Recognizing Verbal Aggression

• Head and shoulders are back

• Shoulders are square

• Standing as tall as possible

–

Recognizing Verbal Aggression

• Belligerent, yelling, cursing, etc.

• Pounding fists on walls, tables, etc.

• Kicks at the floor, objects, etc.

​​–

Recognizing Verbal Aggression

Phrases that should NOT be used:

• ”Calm down”

• ”Be reasonable”

• “You’re wrong”

• “This is for your own good”

• “These are the rules”

• “You have to do what I say”

• “You are out of control”

• “You are making me angry”

–

Managing Verbal Aggression

–

Managing Verbal Aggression

• Use supportive stance

• Allow the angry person to vent

• Employ silence as a verbal strategy

–

Managing Verbal Aggression

–

Managing Verbal Aggression

• Assume an assertive stance

–

Managing Verbal Aggression

• Speak with a calm voice, using angry person’s name

–

Managing Verbal Aggression

• Set limits on reasonable consequences

–

Managing Verbal Aggression

• 5 second time limit

– 

Review Questions

– 

Summary

STAGE 3 PHYSICAL AGGRESSION

(approx 7 min not including review or summary)

Physical Assault Triggers

• Being threatened

• Treating unjustly

• Provoked

–

Preventing Physical Aggression

Predicting imminent danger is the best way to prevent an attack.

–

Recognizing Physical Aggression

• Breathing is rapid and deep (mouth breathing)

• Verbalization changes (verbalization stops, phrases are repeated, voice is strained)

• Change of stance (In trained people, this very recognizable shift is described as “the set.”)

–

Recognizing Physical Aggression

• Shoulders may shift

• Bobbing or rocking

• Stops all movement (Reflectin on the decision to assault just before they make their move)

–

Recognizing Physical Aggression

• Breaks eye contact and looks at the target

• Final signal: “settling of the body”

(dropping the center and lowering the body)

–

Diversions

1. Divert the mind of the attacher

2. Escape

–

Diversions

Used to interrupt the aggressor’s focus or intent

–

Diversions

Used to interrupt the aggressor’s focus or intent

•  A body language technique

• A positive verbal command

–

Diversions

Used to interrupt the aggressor’s focus or intent

• Throwing or dropping an object

–

“Once you have distracted him, gain advantage by following with your attack.”

· Miyamoto Musashi,

The Book of Five Rings

–

Diversions

Divert and Escape

–

Diversions

• Hand movements

• Verbalization

• Walking away

–

Diversions

Divert and Escape

–

Diversions

• Dropped the bag

• Threw the keys

• Yelled “Stop!”

• Moved away from the scene

–

Diversions

1. Divert the mind of the attacher

2. Escape

–

Review Questions

–

Summary

Module 4: MENTAL CONDITIONING
(approx: 3.6 minutes)

Mental Conditioning

Have a plan!

Deciding on a plan of action in advance allows us to respond appropriately and automatically.

–

Mental Conditioning

The systematic mental repetition of some image, activity, or behaviour with no observable movements.

–

Mental Conditioning

Purpose:

• Enhances learning and retention of new skills

• Eliminates ineffective skills and habits

• Controls stress

• Improves decision making

• Improves physical performance

• Creates confidence

–

Mental Conditioning

–

Mental Conditioning

Exercise:

Step 1: Relax

Step 2: Mental Exercise

–

Mental Conditioning

Exercise:

Step 1: Relax

Step 2: Mental Exercise

• Proper Space

• Supportive Eye communications

• supportive gestures, postures & facial expressions

• Empathic Listening

• Supportive Verbal Communications

• Supportive Stance

–

Mental Conditioning

Exercise:

Step 1: Relax

Step 2: Mental Exercise

Step 3: Recover

–

Mental Conditioning

Exercise:

Step 1: Relax

Step 2: Mental Exercise

Step 3: Recover

Step 4: Practice with Variables

–

