
De-escalation



Acknowledgement

Australia: Orange Sky acknowledges the Aboriginal and Torres Strait 
Islander people as the traditional custodians of the land across Australia 
where we are all located today and we pay our respect and honour to Elders 
past, present and emerging. We are committed to working together to 
create a positive future.

Australia



Agenda

● Acknowledgement of country - 2 mins
● Agenda/Housekeeping - 2 mins
● Presenter intros - 5 mins
● Orange Sky topics - Resources (Safe word, safe place, TARP, de-escalation training, 

boundary box, difficult conversations, when to escalate) - 10 mins
● Your psychological safety - 5 mins
● Q&A for pre-submitted questions - 15 mins
● Knowing when to escalate, VESP - 1 min
● Q&A to finish - 5 mins
● SLIDO - 5 mins

Use the chat box Stay on muteWe’re recording



Host & Presenters
Australia

Ryan Salzke
Chief Operating Officer

Garrith Parker
WHS Manager

Simon Dopp
Orange Sky Service Leader
WA Police Officer 



Why de-escalation and personal safety?
Australia

Webinar Registrations by State

Submitted Questions by Topic



Why de-escalation and personal safety?
Australia

People Incidents (Last 6 months)

Over 6,500 shifts total in the last 6 months = less 
than 1% of People Incidents reported per shift. 

Of these 64 People Incidents



Shift Story
Perth Service



TARP
Australia

● The goal is that you remain safe 
throughout the situation.

● No one is obligated to try and 
de-escalate a situation, rather just to 
keep safe.

● No one is obligated to keep the van safe.

● However, the best prevention to an 
escalating situation comes from 
recognising warning signs as early as 
possible and defusing the situation .

● There is more than one way to 
de-escalate a situation.

● Our method is de-escalation through 
the use of people skills



TARP - Alert
Australia 

● Situational awareness - remain aware of what 
is going on around you.

● De-escalation through the use of people skills.

● Stay calm & control your behaviour, don’t 
become an instigator.

● The best tactics include: 
○ politeness &
○ accommodation

● Display neutral body language.

● Use their name or ask them what it is.

● It's OK to apologise, it’s not an admission of 
fault.

● Display empathy & listen.

● Speak in a confident tone, not loud, rude or 
aggressive but confident (not timid).

● If appropriate walk away - but don’t become 
isolated.

● Refer to the Standards of Behaviour sign.

“John (or Wendy), we’d really like to sit down and have a chat but it’s hard to talk to you when you’re calling us 
those names – do you think you can stop saying those things so we can have a chat?” 

“John (or Wendy), we’re just here to do [the washing, showers etc.] and have a chat. Perhaps you’d like to come 
back and have a better conversation with us another time?” 

“John (or Wendy), “that kind of behaviour isn’t acceptable at our service and it’s making us feel uncomfortable. If 
your behaviour continues, you may have to leave the shift and come back another time”. 



De-escalation through people skills
Australia 

If someone is becoming aggressive:

1. Do not be hostile or challenging.

2. Do not threaten or be overly assertive.

3. Encourage them to be seated.

4. Do not raise your voice or talk too fast.

5. Stay calm and avoid sudden movements.

6. Do not restrict the person's movements.

7. Identify subjects or triggers that escalate aggression.

8. Look for resolutions.

9. Give them opportunities to de-escalate.

10. Tell them what outcome you want to occur.

11. Be honest and avoid false promises. 

12. Calmly point out any consequences of any escalation.

At any point: 
● you believe you or anyone is at risk evacuate to one of the safe places. 
● You don’t feel safe call the Police. 



Q&A
Australia



Q&A

Friend v Friend
Raised voices, bickering

Verbal aggression

Physical intimidation

Australia & New Zealand

We had a fight break out 
between two friends in front of 
the van and weren't able to 
leave as it was in front of the 
van with a friend in the shower 
and laundry in the machine.

An argument between a father 
and his estranged daughter, that 
escalated badly when other 
friends got involved. I felt I should 
try to de-escalate the situation 
before it got violent, but in 
hindsight I think it was a mistake. 

Friends getting into spats 
around you. Not directly 
involving Orange Sky, but 
feeling in the middle. 
Engage or stay silent? 



Q&A

Friend v Volunteer
Threatening remarks 

Aggression

Intimidating

Rude behaviour

Escalating

Australia 

Friend had washing that 
was so soiled we could 
not wash it, as it 
affected the following 
loads. Despite showing 
him our policy he 
became verbally 
abusive. 

A friend turns up at the 
end who becomes 
agitated and 
becomes aggressive 
when we don't have 
enough time to wash 
his clothes.



Q&A

Difficult Conversations
Religion

Politics

Racism

Disagreement

Australia & New Zealand

I've had a scenario where I had to turn a 
friend away as we were packing up (and 
were at capacity). This led to him ranting, 
venting and turning this into a racist 
concern - that I hadn't accepted his 
washing as he was a First Nations friend.
Sticking to the facts of shift times, and 
our finish times in a rational sense did 
not help, and the swearing and shouting 
continued as he moved away and we 
continued to pack up.

There was a  instance when I was 
asked if I believed in God in a direct 
and somewhat challenging way. I was 
uncomfortable answering as I did not 
want to escalate the situation nor did I 
feel I should have been expected to 
answer as it was not relevant to our 
volunteer role with Orange Sky. 
Avoidance of the question seemed to 
be met with a growing persistence to 
want to know.



Q&A

Others’ Safety

Australia & New Zealand

A team member experienced harassment by a male friend who insisted 
we should have more services. The friend seemed to be looking for an 
argument. The team member was trying to satisfy him - answering 
numerous questions. Eventually the friend left. I felt anxious about the 
situation. I talked with the volunteer about moving away from a 
situation like that sooner. She said was was fine with it. I emphasised 
that the situation was not good and the rest of the team felt 
uncomfortable therefore, even though she was fine, she should act to 
de-escalate so the rest of the team wasn't affected. 



Q&A

Drug/alcohol affected friends
- Erratic and unpredictable behaviour

Australia 

Drug affected friends that are 
verbally abusive when we can't 
finish their washing and we have 
to turn them away.



Q&A

Sexual comments or unwanted 
attention

Australia 

I've had drunk men flirt with me, and 
one try to separate me from my car. 
It would be nice to know not to 
navigate this sort of stuff.

Sexual comments towards a 
young female volunteer.



TARP  - Commit & Evacuate 
Australia 



TARP - Summary 
Australia 

To Summarise 
● The best prevention comes from recognising warning signs as early as possible.

● Remain calm.

● Remain situationally aware.

● De-escalate using people skills. 

● Talk politely but confidently. 

● Display empathy, listen and use their name.

● Be accommodating when possible.

● Display neutral body language.

● Remind the person what the standards of behaviour are while
using our services.

● Don’t become isolated from your team.

● At any time you feel unsafe use the safe word or evacuate to a
safe place.

● If you don’t feel safe, call the police.

● Afterwards debrief with your team.

● Complete an incident report.

● Look after your mental health as you would your physical health.



An incident is anything that has a direct or potential impact on safety, wellbeing, the van or our brand

Reporting Categories

Red – a severe situation either compromising volunteer safety. Requires immediate action from your 
Service Leader and Orange Sky HQ.

Amber  - requires action from your Service Leader prior to the next shift

Green – a ‘good to know’ with no urgent follow up action required

If you don’t know which category, always pick the higher option.

Words we live by: If you have to think about whether or not to report it, report it! 

Incident reporting



Volunteer Employee Support Program

Volunteer & Employee Support Program
AU: 1300 878 379
NZ: 0800 349 710

https://guide.portal.orangesky.org/au/docs/
volunteer-employee-support-program-vesp-1

Mental Health Toolkit
A list of helpful wellbeing & mental health resources 
that Australian volunteers can use.

https://guide.portal.orangesky.org/docs/self-care-mental-health-resources 

Australia 

https://guide.portal.orangesky.org/au/docs/volunteer-employee-support-program-vesp-1
https://guide.portal.orangesky.org/au/docs/volunteer-employee-support-program-vesp-1
https://guide.portal.orangesky.org/docs/self-care-mental-health-resources


000 or 131 444
Imminent danger versus Police attendance

Ask Izzy
Reference tool to help refer friends who need more support

Didn’t get to your submitted question?
We will follow up on each question submitted

Hungry for more info or arrived late?
Join our NZ webinar - We’ll be covering information relevant to today as well as 
specific questions from our NZ Volunteers. 
We will be joined by special guest Duncan Holland - Director of Total Risk (NZ Training 
Company)
Date: Wednesday, 22nd March 2023
Time: 6:30pm (NZDT)
Link to use: https://us06web.zoom.us/j/84826009942

What else?
Australia

https://operationsteam.createsend1.com/t/j-i-ejiutyk-l-i/


Questions
Australia



Quick Survey



How long have you been 
volunteering with Orange 
Sky?

ⓘ Start presenting to display the poll results on this slide.

https://www.sli.do/features-google-slides?interaction-type=TXVsdGlwbGVDaG9pY2U%3D
https://www.sli.do/features-google-slides?payload=eyJwcmVzZW50YXRpb25JZCI6IjFuT2VGakJZSUFSb0FKMGFUTEVrbmZ4QklXR3dqczd6d1N1S1pTUEllZ1pjIiwic2xpZGVJZCI6IlNMSURFU19BUEk0NzgxNzUzNDFfMCJ9


Have you ever personally encountered a 
situation on shift where you felt unsafe 
and ill-equipped to handle it.

ⓘ Start presenting to display the poll results on this slide.

https://www.sli.do/features-google-slides?interaction-type=TXVsdGlwbGVDaG9pY2U%3D
https://www.sli.do/features-google-slides?payload=eyJwcmVzZW50YXRpb25JZCI6IjFuT2VGakJZSUFSb0FKMGFUTEVrbmZ4QklXR3dqczd6d1N1S1pTUEllZ1pjIiwic2xpZGVJZCI6IlNMSURFU19BUEk5NjkxNDUzMzNfMCJ9


What do you want to hear or 
learn more about as an OS 
volunteer? (anonymous)

ⓘ Start presenting to display the poll results on this slide.

https://www.sli.do/features-google-slides?interaction-type=T3BlblRleHQ%3D
https://www.sli.do/features-google-slides?payload=eyJwcmVzZW50YXRpb25JZCI6IjFuT2VGakJZSUFSb0FKMGFUTEVrbmZ4QklXR3dqczd6d1N1S1pTUEllZ1pjIiwic2xpZGVJZCI6IlNMSURFU19BUEkxODIzMDU2OTA3XzAifQ%3D%3D


Any other feedback you'd 
like to provide? 
(anonymous)

ⓘ Start presenting to display the poll results on this slide.

https://www.sli.do/features-google-slides?interaction-type=T3BlblRleHQ%3D
https://www.sli.do/features-google-slides?payload=eyJwcmVzZW50YXRpb25JZCI6IjFuT2VGakJZSUFSb0FKMGFUTEVrbmZ4QklXR3dqczd6d1N1S1pTUEllZ1pjIiwic2xpZGVJZCI6IlNMSURFU19BUEkzMzY4NjY5OTZfMCJ9


How was this session?

ⓘ Start presenting to display the poll results on this slide.

https://www.sli.do/features-google-slides?interaction-type=UmF0aW5n
https://www.sli.do/features-google-slides?payload=eyJwcmVzZW50YXRpb25JZCI6IjFuT2VGakJZSUFSb0FKMGFUTEVrbmZ4QklXR3dqczd6d1N1S1pTUEllZ1pjIiwic2xpZGVJZCI6IlNMSURFU19BUEkyOTA3NTQ3NF8wIn0%3D

