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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 5.1

The Reflect Tool’s Skills: A Reference Guide

This reference guide outlines and reviews the de-escalation skills provided within the “reflect”
tool. This reference guide is formatted to be a printable handout. In addition, questions for
reflection on each skill are provided.

Skill Overview Questions

Reflect Biases are shaped by the cultural = What was | taught about other people when | was grow-

on Your beliefs we are exposed to while ingup?

Biases growing up. Having an awareness = Do linteract with everyone in the same way? Or do |
of individual biases (whether overt interact differently with certain people?
or covert) in trauma-informed = Do | have preconceived notions about certain people or
approaches is fundamental, as we populations? What are they?
engage in work that requires re- = In what ways might | have privilege over others? (Some
flection on cultural and historical examples might be stable housing, familial or social sup-
issues among our diverse patrons. port, age, skin color, immigration status, etc.)

Reflect We all have stress responses: = What is my innate stress response—fight, flight, freeze,

on Your flight, fight, freeze, or fawn. Think or fawn?

Stress about what your stress response * How have | dealt with stress in the past?

Response | is. = How can my stress response impact my ability to navi-

gate and remain calm in stressful situations?

* What resources do | need to be able to remain calmiin
these situations and scenarios?

* What resources do | need to decompress after a stressful
situation?

Know There are four main communica- = What is my default communication style?

Your tion styles: passive, aggressive, * How has that communication style been shaped by those

Commu- | passive-aggressive, and asser- around me?

nication tive. Ideally, we communicate * In what ways has my communication style been a barrier

Styles assertively, which encompasses to communicating effectively with others?
direct, honest communication * In what ways has my communication style protected me?
and considers the feelings of oth-
ers and one's own feelings.

Be Aware | Nonverbal communicationiswhat | = When|meet with patrons, how do | stand? What is my

of Your we tell someone through our body body doing? Do | cross my arms or have them at my

Non- language, such as posture, facial sides? What is my body language communicating?

verbal expressions, and eye contact. = Have you ever felt put off by someone’s body language?

and Para- | Paraverbal communication is the What were they doing, and what about it specifically
verbal tone of voice we use when speak- bothered you?

Commun- | ing, whichis an equally important = How do | make sure | am modeling positive body

ication part of communication. language?

Assess Before jumping to conclusions = |s this something that | need to respond to? What would

the about how a patron might be feel- happen if library staff didn't intervene?

Situation | ingor what their motives are, take = Am | the right person to respond to this situation? Is
amoment to reflect by assessing there someone who might know more about handling
the entire situation. these situations than myself?

= How do | determine credible or trustworthy information?
* What do | value in communication?

Be Com- Other people can tell when we are = What does feeling comfortable look like for me?

fortable uncomfortable, which in turn can = What are some things in my job that make me uncom-

with make them feel uncomfortable, fortable?

Being in some cases leading to defen- = What are some communication styles that make me feel

Uncom- sive behavior. It's totally okay to uncomfortable?

fortable be uncomfortable, but using our = What do | default to doing when | feel uncomfortable?

reflection skills to assess our
discomforts is a helpful skill.

What does my body do?
How do | come off to others when | am feeling
uncomfortable?
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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 6.1

The Connect Tool’s Skills: A Reference Guide

This reference guide outlines and reviews the de-escalation skills provided within the “connect”
tool. This reference guide is formatted to be a printable handout. In addition, questions for
reflection on each skill are provided.

Skill Overview Questions
Introduce Introducing yourself not only = What is my go-to introduction? How do | introduce
Yourself humanizes yourself but also hu- myself to patrons, coworkers, colleagues, and ac-

manizes the patron, as we show
that we are anindividual and that
we acknowledge their individual-
ity as well.

quaintances? What is different about each introduc-
tion?

What information about myselfis important for me
to communicate to patrons?

Build Rapport

Establishing basic, positive
relationships with our patrons
increases the likelihood that they
will be receptive to redirectionin
escalated situations.

In what ways do | build relationships with patrons?
How do | engage in small talk?

What shared interests or commonalities have | found
with patrons in the past?

What things about my patrons would | like to learn
more about?

Practice Active

With active listening, we're not

In what ways do | listen to others? How do | ensure

Listening just hearing someone talk; we that I'm understanding?
are actively engagedin acon- = What nonverbal communication methods do | use to
versation, taking in what they show that I'm listening?
are saying and considering their = When was a time | felt that | wasn't being listened to
feelings. and how did | feel?
Paraphrase Paraphrasingis repeating back * In what ways do | seek clarification about another
to someone what you heard and person's experience? Is providing summaries some-
how you interpreted it. Para- thing that | already do?
phrasing is essentially providing = What are some ways | can better seek clarification?
a summary of what was said. = What did | learn in school about summarizing a text?
How can that transfer to summarizing conversations
or verbal statements?
Validate Validating is showing that you = How have | felt validated by others? How have | felt
Others understand the other person’s invalidated or dismissed by others?
point of view and is a key com- = What efforts have | made to validate other people’s
ponent of empathetic commu- perspectives, feelings, or opinions?
nication. = When was a time that | did not agree with someone
but still valued their opinion?
Reframe Reframing consists of challeng- * When have | not agreed with someone and then
Situations ing ways of thinking in a con- changed my opinion? What caused that opinion to

structive way by encouraging
new perspectives and providing
alternative interpretations.

change?

How have | been able to get others to understand
where I'm coming from? What skills did | use to suc-
cessfully change someone’s mind?

How might others perceive this situation and what
might they do about it?
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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 7.1

The Respect Tool’s Skills: A Reference Guide

This reference guide outlines and reviews the de-escalation skills provided within the "respect”
tool. This reference guide is formatted to be a printable handout. In addition, questions for
reflection on each skill are provided.

Skill Overview Questions
Model Healthy | Modeling is when we exhibit = What behaviors were modeled to me growing up? What
Behaviors the behavior we want to see were considered acceptable or unacceptable behaviors?
in others. = When have | modeled behaviors for others? What was
the result?
* How do | want to be treated by patrons? By coworkers?
By supervisors? Is that congruent with the way | treat
them?
Honor Self- With this skill we honor oth- = What aspects of my life do | feel | have control over?

determination

ers' rights to make decisions
for themselves, whether we
agree with them or not.

What aspects do | feel | do not have control over?
* When was a time that someone told me what to do and it
diminished my sense of autonomy?
= When have | disagreed with someone’s behaviors but still
respected their right to make decisions for themselves?
When has someone disagreed with my behaviors?

Have Uncon- Providing unconditional = What judgments have | made about others at the begin-
ditional positive regard is when we ning of an interaction? How did these change the way |
Positive suspend our judgments about interacted with them?
Regard and others and treat everyone = What judgments have been made upon me at the begin-
Focus on equitably, focusing on individ- ning of an interaction? How might that have changed the
Strengths ual strengths. way others interacted with me?
= When has it been hard for me to give positive regard?
What in those situations made it difficult? What was it
about the person that made it difficult?
Show Practicing empathy and com- = In what ways do | show empathy? In what ways do | show
Empathy and passion plays an important sympathy?
Compassion role in conflict resolution and = What were some situations where | struggled to provide
has been linked to more pos- empathy? Why?
itive attitudes and a greater = Has there been a time when |'ve received sympathy but
willingness to reconcile in var- what | needed was empathy?
ious interpersonal contexts.
Use The language that we use = What terms in Figure 7.1 do | use or am familiar with?
Person-First matters! Person-first lan- = What terms do | need to work on?
Language guage centers the person so * In what ways have | seen language used as a weapon or
that we are not defining them in a way that harms others?
by their illness or situation. = In what ways have | seen language used to empower
others?
Use"l" Using "“I" statements is when = When | communicate, do | tend to use "you" more than “1"?
Statements we avoid using the word “you” | = When | communicate with others, are my words centered

and instead focus on our
experience.

around my experiences and needs or the behaviors and
actions of others?

How can “I" statements serve me as | enter a potentially
difficult conversation?
How can | consistently use
interactions?

In what ways can | ensure my “I" statements firmly but
respectfully express my feelings and needs?

ue

statements in my daily
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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 8.1

The Protect Tool’s Skills: A Reference Guide

This reference guide outlines and reviews the de-escalation skills provided within the “protect”
tool. This reference guide is formatted to be a printable handout. In addition, questions for
reflection on each skill are provided.

Skill Overview Questions
Improve Having an awareness of where = How is my library configured? Where are blind spots?
Spatial we are, who is near us, and where Where might it be difficult for people to see me?
Awareness our exits are keeps us safe. When = What spots in my library do | feel the safest and most
we don't have this awareness, it protected?
might take us extra time we can't * What spots in my library do | feel the most vulnerable?
afford to analyze our surround-
ings during a crisis or emergency.
Be Saying "no"” can help protect us, * When s it easy for me to say “no"?
Comfortable | but we also want to make sure * When is it difficult for me to say “no"?
Saying “No" | that we aren't saying “no” too * When in the past should | have said “no"?
often or for things that we don't = When in the past should | have not said “no"?
feel like doing but should. = How has my ability to say “no"” changed over time?
Stay Calmin | When we are navigating a difficult = What happens to my body, mind, and thoughts when
Intense situation, it can be hard to remain lam in a crisis situation? What are my responses to
Situations calm. However, there are things stress? When | am afraid, what does that look like?
you cando inthe momenttokeep | = What things keep me calm whenlam stressedorina
calm, such as paying attention to stressful situation?
your breath, compartmentalizing, | = How comfortable do | feel asking for help? In what
and knowing when to ask for help. ways have | asked for help in the past?
Know When | Knowing when to call 911 can be = What do | consider to be an emergency?
to Call911 difficult to decipher; however, = What type of emergency is this—medical, mental
some situations are clear-cut. If health, or violence?
someone is threatening to harm = What types of professionals should | request based on
themselves or others, call 911. the type of emergency this is?
= Is this a situation where | should inform the patron | will
be calling 911 or do | need to be discreet?
= What are my library's current policies on calling 9117?
Are they inclusive and equitable or do they need to be
revised? What suggestions do | have regarding these
policies?
Present Some communities are hesitant = What crisis services or hotlines are in my area?
Alternatives | to call the police because of his- = What mental health agencies in my area respond to
to Calling tory of systemic oppression and crises?
the Police abuse. Some alternatives can be = When have | called the police in the past? What con-
incorporating trauma-informed tributed to that decision? What other options would |
practices and providing local crisis have wished were available?
resources.
Use the The buddy systemis a simple yet * Who would | consider having as my “buddy”?
Buddy successful workplace prac- = What areas of the library would require extra safety
System tice that focuses on employee considerations?

safety and navigating potentially
dangerous situations. The buddy
system pairs two (or more) indi-
viduals together to support each
other in case of a challenging or
emergency situation.

At what points during my shift would | check in with my

"buddy”?

= How would | navigate shift changes and breaks?

= What roles would my buddy and | have or switch off on
during a difficult situation? How would we determine
these roles?

= Would | consider utilizing the buddy system to practice

the skills based on the tools? If so, in what ways?
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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 9.1

The Redirect Tool’s Skills: A Reference Guide

This reference guide outlines and reviews the de-escalation skills provided within the “redirect”
tool. This reference guide is formatted to be a printable handout. In addition, questions for
reflection on each skill are provided.

Skill Overview Questions

Make Shared | By involving everyone in the decision- = What are some decisions | can make with my

Decisions making process, shared decision- patrons?

by Offering making empowers individuals, increases | = What are some decisions | cannot make with my

Multiple engagement and satisfaction, and often patrons?

Options leads to more effective and sustainable * In what ways have | collaboratively problem-
outcomes. One way to engage patrons solved with patrons about behavior in the library
in shared decision-making is through in the past?
offering multiple options. Instead of
telling people what to do, we leave it up
to them while making them aware of
the outcomes.

Set Clear When redirecting, providing clear ex- = What expectations do | have of patrons, co-

Expectations

pectations of our patrons can decrease
confusion and foster better commu-
nication. When setting clear expecta-
tions, it is crucial to remain consistent
and realistic.

workers, and supervisors? How are they similar
and how are they different? How do | com-
municate these expectations? What are their
expectations of me and how have these been
communicated to me?

In what ways do | already practice limit setting?
What are some limits that | have with patrons
and how have | communicated these limits in
the past? What is my limit “line"?

What are some areas that | have flexibility in?
What are some areas in which | do not have
flexibility?

Understand
Reinforce-
ment Versus
Punishment

Reinforcement behavioral approaches
add or remove a stimulus (reward) to
increase a behavior versus adding or re-
moving a stimulus (reward) to decrease
a behavior. Simply put, to change a
behavior, reward good behavior instead
of punishing negative behavior.

What has encouraged positive behaviors or pos-
itive changes for me?

What approaches have other people taken to
change my mind about something that didn't
work?

When someone does something | like, do | let
them know?

Set
Boundaries

Having healthy boundaries at work can
help keep us safe and combat burnout.
Two ways to have healthy boundaries
are getting in the practice of saying “no”
and leaving work at work at the end of
the day.

What are my green, yellow, and red boundaries
at work?

What boundaries are easy to uphold?

What are some boundaries that are difficult to
uphold or navigate?

What rituals do | already do at the end of the
workday? What are some things | can do to help
debrief the workday?
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Handouts from Margaret Ann Paauw, Navigating Difficult Situations:
The PLA Guide to Trauma-Informed De-Escalation (ALA Editions, 2025).

HANDOUT 12.1

Burnout, Compassion Fatigue, and Moral Injury

Definition

Causes

Signs and symptoms

Burnout

"“Chronic psychosocial
stress"” due to work-
place pressures

= Large workload

= Minimal job control

= Minimal reward

= Alack of community

= Feelings of unfairness
* Incongruent values

= Physical and emotional ex-
haustion

= Feeling ineffective

= Alack of patience and focus;
distraction

= Issues with sleep and rest

= Aloss of enthusiasm about
one's work

* Depression and anxiety

= Anincrease in substance use or
alcohol consumption

Compassion

A state of physical and

= Consistent exposure

= All the same symptoms of
burnout

fatigue emotional exhaustion to traumatic stories,
from compassion events, etc. * Difficulty feeling compassion,
stress = Poor work/home life sympathy, and empathy for
balance others
= Alack of resources = Disruption of one’s worldview
* Increased social isolation
Vicarious A change in one's world- = Experiencing an indi- * Achange in one’s worldview
trauma view after experiencing rect trauma
an indirect trauma * Prolonged secondary
exposure to traumatic
stories
Post- The development of = Experienced a trau- * Recurrent intrusive thoughts
traumatic symptoms after expe- matic event firsthand or memories about the event
stress riencing or witnessing = Alack of access to * Nightmares
disorder atraumatic event that therapeutic resourc- * Hypervigilance
(PTSD) interfere with daily es including social * Avoidance
functioning support = Easily activated startle
response
Secondary The development of = Experiencing an indi- * The same symptoms of PTSD
traumatic PTSD after experienc- rect trauma
stress ing an indirect trauma * Prolonged secondary
exposure to traumatic
stories
Moral injury Psychological stress = Being confronted with * Symptoms of burnout, com-

resulting from acting—
or not acting—in a situ-
ation that is congruent

with one’s morals

a situation where one'’s
actions, or lack of ac-
tions, are not congru-
ent with one's morals

passion fatigue, and PTSD
= Guilt
= Shame
= Beliefs about being “bad”
= Feeling damaged or unworthy
= Aloss of faith
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