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The Baystate Employee Assistance Program provides the following documents and links for your information.  Gaining knowledge can be an important step to increase your understanding of a topic and to learn about possible ways to manage your feelings or resolve a challenge.  If you would like assistance related to any of our resources, please note the contact information below. 

Workplace Safety

Verbal and Nonverbal Do’s and Don’ts

Nonverbal
· Maintain a calm manner.

· Do not touch the person.

· Position yourself slightly more than an arm’s length away and slightly to the (weak) side of the person.

· Face the person so s/he can see you.

· Stand or sit as the person stands or sits.

· Maintain, level, intermittent eye contact.

· If necessary, allow person to pace, do not move closer to the person.

· Do not cross your arms, do not point your finger.

· Keep hands visible and still.

· Remember the more agitated a person becomes the more space s/he will require.

· Keep door open, do not block the way out.

· Do not make any sudden moves or gestures.

· Pay attention to your breathing, practice diaphragmatic breathing.

· Remember your response awareness.

· After resolution, document the situation.

Verbal

· Address the person appropriately (by surname until requested otherwise).

· Ask the person how you can help.

· The louder the person yells, the more you need to focus on a low and reassuring voice.

· Be honest, confident and accurate with information.

· Avoid arguing or challenging the person (mediator position).

· Avoid sounding judgmental, punitive, threatening or accusatory.

· Listen carefully to what the person says.

· Use terms that are concrete, absolute and stated positively.

· Repeat yourself as needed.

· Pay attention to open and close ended questions.

· Do not return blame or make excuses; be professional.

· Do not personalize the situation, comments or tone.

· Keep communication brief.

If you have any questions please call the Baystate EAP at (413) 794-6600 or (800) 282-5442

