	DE-ESCALATION SKILLS
Engagement – Goal is to build trust by validating the person and his situation.

· Awareness – be aware that a uniform may frighten the person.  Reassure the person that no harm is intended.

· Calmness – try to reduce background noise and distractions.  Only one person at a time should speak.  Keep a safe distance.  Don’t corner the person or allow a crowd to assemble.  Remain calm.

· Genuineness – be yourself, be consistent.  Try to keep verbal and non-verbal cues non-threatening.

· Empathy – ask how you can help the person.  Use his/her first name early and often.  Restate his/her message and acknowledge his/her feelings/situation.

· Acceptance – don’t stereotype, remember the person is ill and deserves to be respected regardless of their illness.

*** Do not touch the person unless you ask first or it is essential for safety.
	Assessment – Goal is to gather necessary information to obtain a safe resolution.

· Patience – speak in a calm and clear voice and give the situation time.  You may need to repeat requests.  
· Tone – don’t be placating, condescending, or sarcastic.  If a person is hallucinating, don’t lie, deceive or try to trick him to get compliance.  Validate the person by saying that you know what they are experiencing is very real to them.
· Question – ask open ended questions.  Allow the person time to vent.

· Focus - keep the person focused in the here-and-now.  Get information about the person’s illness, medication, treatment compliance, and treatment professionals or agencies.

· Other Sources of Information – are there family members or others that can assist in the situation.
	CHARACTERISTICS OF MENTAL DISORDERS

Psychotic Disorders – like schizophrenia, are brain disorders that interfere with a person’s ability to think clearly, manage emotions, make decisions, and relate to others.  Losing touch with reality will show itself through delusions/false beliefs, paranoia, hallucinations (seeing/hearing people or things).  May have difficulty carrying on simple conversations due to disorganized thinking and confused speech.  May move more slowly and repeat rhythmic gestures.  May show emotional flatness or lack of expression. 

Anxiety Disorders -  Panic Disorders, Phobias, Obsessive Compulsive Disorder are all examples of biologically based mental illnesses known as Anxiety Disorders.  
· Anxiety – excessive worry, feelings of fear or dread, shortness of breath, trembling, restlessness, and muscle tension.

· Panic – instances of extreme fear or discomfort that start abruptly and build to a rapid peak.
	· Phobias – exaggerated involuntary and irrational fears of particular situations or things.

· Obsessions – intrusive, irrational thoughts that persist in a person’s mind.

· Compulsions – repetitive rituals – hand washing, counting, checking, hoarding.

Mood Disorders - Unlike normal emotional experiences of sadness caused by loss, mood disorders are persistent and significantly interfere with a person’s thoughts, mood, behavior, and physical health. 

· Depression – loss of interest & energy, prolonged sadness, suicidal thoughts, significant change in appetite or sleep, feelings of guilt, worthlessness, and hopelessness.
· Mania – grandiosity, elevated mood, excessive irritability, rapid speech and racing thoughts.
	SUICIDE LETHALITY ASSESSMENT CUES

Threat – Person says he will take aspirin.

Availability – Has access to the pills.

Specificity – Expresses he is going immediately home to take the pills and die.

Time/Safety – Person will be surrounded by others 24hours/7days week.

· Low Risk – A few risk factors may be present…loss of job or a loved one.  Vague reference to dying.  No plan or means to carry plan out.

· Moderate Risk – More risk factors may be present…chronic health problems, lack of social support.  Suicidal thoughts, with a vague plan and no specific time frame.
· Higher Risk - The more risk factors present, the greater the risk.  Important risk factors include someone with untreated mental illness who is currently under the influence and has had past suicide attempts.
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	EMERGENCY NUMBERS


Bucks County Mental Health 24-hour 

Crisis Intervention Services         1-800-499-7455

Lenape Valley Crisis Centers
               - Doylestown Area:              215-345-5327
               - Lower Bucks Area             215-785-9765

Penn Foundation Crisis Center
               - Upper Bucks:                     215-257-6551

NOVA Hotline                                    800-675-6900
(Network of Victim Assistance)

CONTACT Suicide Prevention Helpline 
                                            1-800-273-TALK (8255)

Woman’s Place Hotline                 1-800-220-8116
24hr. Domestic Violence Services & Support

Woman’s Place Legal Advocacy     215-348-0445
Protection from Abuse Order Assistance

	MENTAL HEALTH SERVICES


The following agencies may provide services to people with no insurance and those with Medical Assistance Insurance.

Lenape Valley Foundation               215-345-5300
Northwestern Human Services       215-949-3230
(Blended Case Management) 
Penn Foundation                              215-257-6551
Penndel Mental Health                     215-752-1541

The following agencies provide services to people with Medical Assistance Insurance.


Bucks County MH Clinic                  215-788-5730
Family Service Assoc.                      215-757-6916
New Life                                             215-638-8600
Pan American MH                             215-788-6080
     *Spanish speaking staff available.


Resource & Referral
Bucks County Dept. of 

 Mental Health/Mental Retardation  215-442-0760

Magellan Health Services             1-877-769-9784
TTY Line                                          1-877-769-9785
	DRUG & ALCOHOL RESOURCES


The following offer assessments for levels of treatment.

Aldi Lower Bucks Office                   215-642-3230
Aldi Central Bucks Office                 215-345-8530
Livingrin
                                        215-638-5200
Penn Foundation                              215-257-9999
Bucks County Council on Alcohol & Drug Dependence 24hr Helpline              1-800-221-6333
Alcohol, tobacco & other drugs intake & referral.


D&A SELF-HELP SUPPORT GROUPS


Alanon – Families of people with addiction 
                             1-800-344-2666 or 215-222-5244
Alcoholics Anonymous 
                             1-877-934-2522 or 215-923-7900
Cocaine Anonymous                     1-866-777-0983
Codependence Anonymous            215-333-7775

Double Trouble Groups                    215-428-0404
(MH & Addiction)                                215-752-1541
Narcotics Anonymous                  1-866-966-8444


	HOUSING & FOOD ASSISTANCE


Homeless Hotline                          1-800-810-4434
Bucks County Housing Authority
               - Doylestown:                       215-348-9469
               - Levittown:                          215-945-6110
Public housing for people with disabilities.
Bucks County Opportunity Council
Food, housing, utility aid & self-sufficiency programs.
     - Bristol Area:                                 215-781-2661
     - Quakertown    215-345-8175 or   215-536-0353
Salvation Army, Lower Bucks           215-787-2887
                            Upper Bucks           215-529-6547


TRANSPORTATION INFORMATION


Bucks County Transport              1-888-795-0740
Applications and appointment scheduling for Medical Assistance Transportation Program, Persons with Disabilities Program, Warminster Rush and Doylestown Dart.

SEPTA Bus & Trolley Lines          1-610-734-1300
SEPTA Regional Trains                    215-580-7800
SEPTA TDD Line                               215-580-7853


	SELF HELP /  FAMILY SUPPORT
LB Consumer Center                        215-945-3700
Drop-in center.

Lenape Valley Foundation Drop-In Center 

                                                           215-957-2204

Reach Out Foundation                     215-428-0404
Peer support, education & socialization in Morrisville.

Southern Bucks Recovery Community Center & 
PRO-ACT                                           215-788-3738
Support & education for those individuals & families recovering from the disease of addictions.

Bucks County Compeer                   215-785-2825
Matching Peers for Friendship

PA Mental Health Consumers’ Association
                                                        1-800-887-6422

NAMI of Bucks County                 1-866-399-6264
(National Alliance for the Mentally Ill)
Provides individual & family support, education & advocacy.

	FINANCIAL ASSISTANCE

Social Security Administration       1-800-772-1213

Bucks County Assistance Program 
Dept. of Public Welfare                    1-800-362-1291
Lower Bucks local line                       215-781-3334
Programs include cash assistance, food stamps & Medical Assistance insurance.


ADVOCACY LEGAL SERVICES


Voice & Vision, Inc.                         1-800-734-5665
(Bucks County MH Service Satisfaction Team)

Latino Leadership Alliance                215-788-4452

PRO-ACT/Bucks County Council   1-800-221-6333
Grassroots Recovery & Education Initiative.

Legal Aid of SE PA                           1-877-429-5994
               - Lower Bucks:                       215-781-1111
               - Central Bucks:                     215-340-1818

PA Disability Rights Network          1-800-692-7443  [TDD]                                                  1-877-375-7139




