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GUIDELINES FOR STAFF: SUGGESTED LANGUAGE YOU CAN USE
“Working in a Hit Free Zone means I am responsible to notice potentially harmful behaviors and respond in ways that are sympathetic and supportive.” 

                           Parent/caregiver is getting upset with a child

Direct

·  “My child used to get upset like that all the time.”
· “Children can wear you out, can’t they?”
· “My kid behaves just like that sometimes.”
· “Looks like a challenging day.  Hang in there!”
· “Is there anything I can do to help?”
· “Would you like some water?”
· “Would you like me to check on your appointment time again?”
Distract: Speak to the child at eye level

· “Cool shoes.” Or “I like your ______.  Where did you get it?”
· “You’re bored and you want to go home.”
· “Looks like it’s been a long day.”
· “Boy, you are a trooper.”
· “What a smile.  Let me see that again.”
· “You are holding a (doll, blanket, toy).  Can I see it?”
· Ask something silly:  “Can I borrow your cool shoes?”  
· Describe things about the child:  “You are wearing red pants and a superman shirt.”



“Working in a Hit Free Zone means I am responsible to notice potentially harmful behaviors and respond in ways that are sympathetic and supportive.” 

Child is getting upset with another child

Direct

· “Please sit over here.”
· “Hitting is not allowed here.  Let me help you find a (book, toy, etc.)”
· “You have been waiting a long time.  Let’s stretch like a tin soldier and then be a wet noodle.”
Distract

· “You have pink shoes and you have white ones.  Where did you get them?”

· To one child: “I really like your red shirt.”  To the other child: “Let’s count how many buttons we see on his shirt.”

Adult is getting upset with another adult

Direct

· “Can I offer either of you something cold to drink?”
· “Would one of you be more comfortable sitting over here?”
· “Waiting is really frustrating!  Can I help you find a magazine?”
· “Would you like me to check again on your appointment time?”
· “I can see that you both are frustrated. Is there anything I can do to help?”
Distract

· To one or both:  “I have been admiring your necklace (or other clothing item).  Where did you get it?”
· “That is a gorgeous phone cover.  Where did you find it?”
· “Your shoes remind me of ________(famous person/actor). Did you happen to see the latest movie?” 



“Working in a Hit Free Zone means I am responsible to notice potentially harmful behaviors and respond in ways that are sympathetic and supportive.” 


Person is getting upset with an animal


Direct

· ”My pet used to behave like that – let me tell you what I did that helped.”
·  “I know it’s stressful to be here – can I get you and your pet some water?”
· “Your pet looks like it needs a time-out – could I take him for a walk?”
· “Can I give your pet a treat?”

Distract
(Speak calmly)
·  “Could you come over here for a minute? I need to get some more information from you.”
·  “She/he looks like a pet who’s well-loved: tell me about him/her.”

· “What a beautiful animal!”

· “Your dog’s/cat’s eyes (or any feature) are amazing!”

· “Where did you get that great carrier?”
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