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Introduction 

 

These Facilitator Notes provide all the background information you need to deliver a short, simple 

‘Defusing Neighbourhood Conflict’ workshop to a small group residents. The materials provided are 

based on Dfuse’s wider defusing skills programme which has been developed through work with the 

police, housing associations and voluntary and community groups.  

These notes describe when and how to use the activities and explain the defusing theories you need 

to facilitate discussions. The workshop should take about two hours to deliver.   

This workshop is designed to be interactive and engaging – you do not need to be an expert in 

defusing or conflict management, as all of the background information is provided. You are, however, 

an expert at working with your community group. You are encouraged to use the activities and tools 

to create a workshop that suits the needs of your group. Read the background information for each 

activity alongside the workshop plan (page 15 to 18) to help you plan your workshop. 

The learning objectives for this workshop are to:  

¶ Provide an opportunity for participants to share and explore situations they have been 

involved with, or have concerns dealing with. 

¶ Encourage participants to consider their own responses to conflict. 

¶ Help participants explore tips and techniques which may help them defuse conflict and 

manage difficult situations in the future. 

The workshop begins with activities which highlight what can happen when conflict is not defused. 

They aim to encourage participants to explore their own responses to conflict in their neighbourhoods 

and help them to identify any aspects that they may wish to improve on.  

The workshop then explores typical neighbourhood conflict scenarios that have been allowed to 

escalate, and provides relevant tips and techniques, which should help participants to manage similar 

situations in the future. There are three scenarios to choose from – each includes a short film clip, 

discussion threads, and an audio clip from an expert – who gives his perspective on the situation.  

The goal is to encourage participants to think about how conflicts occur and how difficult situations 

can be managed without them becoming confrontational or destructive. 
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Background information 

 

Many of us are faced with conflict on a daily basis – but what starts as a simple disagreement doesn’t 

need to result in upset or violence. With the specific skills and techniques highlighted throughout this 

workshop, you can help participants to understand how to defuse and resolve difficult situations.  

 

Your group may already be familiar with neighbourhood conflict and have many anecdotes of difficult 

situations they have found themselves in. If this is the case, they may need less ‘warming up’ to the 

benefits of defusing.  

 

Some will suggest calling the local Council, social landlord, or the police – often via 999 – so that they 

can solve the problem, but this distracts services away from dealing with more serious issues, only 

adding to the many problems within communities. If we all possessed the correct skills to defuse low-

level anti-social behaviour and neighbourhood disputes, then many calls to local services would be 

prevented, situations which could escalate would not, co-operation between the public and the police 

and other services would increase, and anti-social behaviour would be reduced. 

 

The group may contain people who see no benefit in defusing and would rather ignore a situation. 

Others may believe that their approach to managing conflict needs no improvement. Some of these 

will use aggression and force to get their own way – which will ultimately make situations worse. 

Others will rush in without thinking causing the situation to escalate and potentially lead to injury. 

Activities 1, 2 and 3 explore these attitudes, and other perspectives, in order to motivate participants 

to want to understand a little more about their own responses to conflict and to engage with the 

defusing tips provided in activities 4 and 5.  
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Activity 1: What would you do? 

This group discussion icebreaker highlights how people can respond very differently to the same 

situation. In small groups, participants are asked to discuss their response to a range of 

neighbourhood conflict situations, such as noise, dog fouling or vandalism (pages 31 and 32). Some of 

the situations are classed as anti-social behaviour, others are simply conflicts between neighbours. 

 

Anti-social behaviour is classed as an act of disorder, which intimidates or frightens members of the 

public. The Home Office refers to sixteen categories of anti-social behaviour, ranging from littering and 

disputes, to more serious acts such as drug dealing and prostitution. According to figures collated by 

HMIC (Her Majesty’s Inspectorate of Constabulary), the police recorded 3.3 million incidents of anti-

social behaviour in 2010/11.  

 

Conflict might be an unavoidable part of life, but it’s important to manage it correctly to ensure that 

situations do not escalate and cause harm to those involved. Conflict is often caused by 

misunderstandings – ‘I think one thing, you think another’, or when one of us has misinterpreted what 

the other has said or done – for example two neighbours both thinking that the other was going to fix 

the hole in the fence. 

 

Conflict can also occur due to differences - ‘I want or believe something different to you.’ These can be 

actual or perceived differences that we may or may not be aware of. Differences could be in goals, 

approaches, beliefs, views, personalities – or just clashes in lifestyle choices. For example: ‘I like 

parties and barbecues, but you want to sit quietly in your garden.’ 

 

Some conflicts are based on perception – so what one person believes is happening and why. For 

example, a man may think he is telling a funny joke, but his friend may be offended by the punch line. 

A woman may constantly play loud music early in the morning to wake herself up, yet her next-door 

neighbour may believe that it is deliberately played to annoy him. Perceiving that someone has 

intentionally meant to cause offence or disrespect can result in an unintentional conflict. 

 

Participants are likely to disagree on their responses to the situations in the activity. Expect people to 

say ‘maybe’ or ‘it depends’. If this is the case, then enquire ‘why maybe?’ or ‘why does it depend?’ For 

some, the threat of physical harm will be a big factor. For those who feel confident that they could 

defend themselves, this is perhaps less of a consideration.  
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Some people will not be as bothered about the scenario on the card as others. Littering, for example, 

can divide opinion – you may even witness some conflict between participants during this activity. 

Someone who is not bothered by littering may be upset by dog fouling as they believe it to be a more 

serious issue.  

 

Some may want to respond to the situation but feel they cannot as they don’t have the skills, don’t 

feel confident, don’t want to look foolish, or don’t want to make the situation worse. These attitudes 

need to change so we can build a stronger society where people feel able to stand up to anti-social 

behaviour – but do so safely and in a way that will not make the situation worse. 

 

This activity aims to highlight the range of responses to conflict and anti-social behaviour, and set the 

scene for the rest of the workshop, which will help people to feel more confident and better equipped 

to manage situations like these.  
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Activity 2: When disagreements go bad 

This activity uses a film to show how a conflict situation can escalate quickly, with severe 

consequences. The clip shows a pub landlord ask a driver not to park in his pub car park. You can’t 

hear what is being said on the video, but you can see from the body language that the men begin to 

argue. They then start to fight and the situation quickly escalates to the point that the driver reverses 

his car into the landlord, knocking him flying through the air. In less than one minute, both men were 

facing potentially life changing events: one could have been killed, and the other could have gone to 

prison.  

 

When a conflict escalates into aggression and violence, there are no winners. The main learning point 

from this video is – it doesn’t matter why a disagreement has started or who was in the wrong, what 

matters is how the situation is managed. It is up to one or both of those involved to take responsibility 

and not allow the situation to get out of hand.  

 

Conflict becomes confrontation when a person does something that angers or threatens another 

person, such as being disrespectful, dismissive or rude; making it personal, causing embarrassment, 

making threats or being aggressive. If the second person responds in a similar way, the situation will 

escalate. How does the group feel when someone responds to them this way? How do they expect 

people to respond to them when they adopt these behaviours? 

 

Conflict can be resolved peacefully – but it’s when these situations are managed poorly that 

arguments escalate, respect for others disappears and communication becomes more difficult. 

Situations can become aggressive and – all too often – lead to an assault.  

 

Some people believe that aggression is a good way to resolve conflict, particularly if they feel that they 

have been disrespected, or they fear losing face. Some people use aggression to try and intimidate 

others into complying with what they want, for example shouting at a neighbour to turn their music 

down, making threats, or giving ultimatums such as ‘move your car or we will have a problem’. 

 

Using aggression and force to influence others is a risky strategy as it may invite aggression in return. 

In some cases, aggression may appear to resolve the situation, but it may actually create more 

problems at a later date, especially if in the near future you need to rely on the other person to do 

something for you – which neighbours often do. 
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Often the initial source of conflict is completely forgotten about as new reasons to be angry are 

created. For example: consider a home owner who shouts viciously at someone who parks outside 

their house. The parking issue may now take second place to the tone and manner used by the home 

owner. They will need to address this new conflict before they can resolve the initial one. In this case, 

an apology for a disrespectful tone may be needed before the parking issue can be resolved.  

 

Some people will deliberately escalate an argument to divert attention away from the initial conflict, 

or from themselves. In the video, the driver may want to avoid talking about parking so that he 

doesn’t have to move his car. Intentional escalation is also used as a tool to deliberately provoke 

someone. This is a tactic often used by bullies and in racist or homophobic abuse. It’s important not to 

react aggressively to this type of provocation.  
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Activity 3: How do you respond to conflict? 

This activity encourages the group to share their personal responses to conflict by indicating their 

answers to five questions standing on a scale from ‘agree’ to ‘disagree’. This activity encourages 

participants to explore personal responses to conflict and to identify behaviours that may hinder their 

ability to defuse a situation.  

 

Read the below statements to the group and ask participants to decide quickly, without thinking too 

much, whether they agree, disagree – or somewhere in-between. Use the notes to aid discussions 

after each question. Encourage participants to examine their feelings and to be ‘honest’ with 

themselves.  

 

You may find that people look at the first three questions in multiple ways, for example: professional 

work related situations; friends and family; and strangers. Encourage participants to identify their 

most common responses. A good way of putting this across is to ask participants to think about ‘what 

pushes your buttons?’ 

 

1. I usually win arguments, even if I am in the wrong 

This can be a good ice-breaker question as it can cause a little humour when people are reluctant to 

admit that this is a preferred approach to conflict. There may also be comments relating to gender, 

and the behaviour of partners, here too. Those who agree with this statement are probably very good 

at creating powerful arguments. Perhaps they don’t worry about how the other person feels – as long 

as they back down. This suggests that for one person to ‘win’ the other must ‘lose’. Generally, people 

don’t like to be embarrassed or be made to back down and while that argument might be ‘won’, 

relationships may suffer in the process. 

 

2. I feel annoyed when someone does something unfair 

Anger is a natural response to a belief about an event, but it can cloud your judgement. If you’re 

angry, it is worth taking a few moments to cool off, manage the emotion and think through your 

response. Don’t act spontaneously based on anger – it is likely that your actions will make the 

situation worse.  
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3. I get upset when people insult me 

Conflict or anti-social behaviour can seem personal – especially if you feel ‘under attack’ in your own 

home. Taking a situation personally will increase the level of emotion, which will likely cause you to act 

in a way that only makes the situation worse. Ask yourself – does this person know me? Did they 

deliberately do this to just to get at me? If someone else was in my place, would they be getting the 

same treatment? Even if it is personal, why do I care? 

 

4. Anti-social behaviour is the responsibility of the police, that’s what I pay tax for 

This question will help you to gauge how participants feel about tackling antisocial behaviour in their 

community themselves. Some situations do require the police to be involved, especially when there is 

criminal activity or a risk to life or well-being. However, many incidents of anti-social behaviour and 

neighbourhood conflict can be avoided, defused or resolved using simple techniques. We are all 

responsible for safety and order in our communities – the police are paid to give their full-time 

attention to these matters on behalf of the rest of us – not instead of us. The discussion may bring 

about emotional responses, so manage carefully.  

 

5. Speed cameras are a good thing 

This question is designed to split opinion amongst the participants. This aims to highlight how easily 

conflict can be created and how we react to strong emotions. Most people will have a view about 

cameras but a few will have strong opinions. Often people agree about the need for safe roads, but 

disagree about the use of cameras. Encourage a debate between participants – up to the point where 

emotions are starting to affect behaviour. Then pause and ask participants to describe how they are 

feeling. Ask how strong emotions were affecting how they dealt with the conflict. Manage this 

question carefully to ensure it doesn’t get out of hand. 
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Activity 4: Defusing scenarios 

 

Conflicts are delicate matters, but they don’t have to result in confrontation. The purpose of defusing 

is to manage volatile and sensitive situations in a calm way, without making things worse. This activity 

uses various scenarios to highlight ways to defuse conflict, or to prevent situations from escalating.  

 

Scenario One – The Parking Problem 

Andy loses his cool when he looks out of his window to see a local 

neighbour has parked outside his driveway to unload for the 

second time in two weeks, completely blocking his car in.  
 

 

Scenario Two - The Barking Dog 

Sally, a frustrated mum, knocks on the door of her neighbour, 

Carol. Sally has become tired of listening to Carol’s dog barking all 

week and wants something done about it.  
 

 

Scenario Three – Loitering Outside 

It is 5.38pm in the evening and Bill has gone outside to dispose of 

his rubbish bags, only to discover that there are two young girls, 

Lauren and Sarah, drinking alcohol on his property. 
 

 

Your role in this activity is to guide the group through one or more of the three scenarios of 

neighbourhood conflict and anti-social behaviour. Help the group to identify how they would respond 

to the scenario, identify the points of escalation – and which of the tips could have helped to defuse 

the situation. 

 

The detailed notes on pages 19 to 30 explain each scenario and provide activities that you can use to 

help the group explore defusing approaches they might use if they find themselves in similar 

situations. Each scenario comes with: 

¶ A film clip. 

¶ Multiple choice questions to create discussion. 

¶ An activity to explore the scenario in more detail. 
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¶ A ‘what the expert thinks’ audio clip from one of Dfuse’s experts, a former Police Officer 

Hostage Negotiator, giving his perspective on the scenario. 

¶ Frequently asked questions that might help you to respond to questions from the group. 

The films show behaviours that escalate conflict, but there are many points when one person could 

have chosen to de-escalate the situation. Remember to stress the importance of assessing the risk, 

and staying safe. While in most cases it is always better to do something as opposed to nothing at all, 

participants must understand that their safety remains a priority. Use the responses below as a guide 

during your discussions. 

 

Response 1: Get away as quickly and as safely as possible 

Participants should understand that if they are at risk of violence or harm, their priority is to get to 

safety – or reduce the risk. If they need to defend themselves to get away safely, or to prevent 

someone else from getting hurt, they can do so.  

 

Under Common Law you can defend yourself, another person or your property from an attacker if you 

honestly and genuinely believe that the danger is happening NOW, that what you do is reasonable and 

necessary. You may have to explain what you did and why to others. You do not have to wait for 

someone to attack you – you can use force to prevent the attack from happening. 

 

Response 2: Using communication to defuse or resolve the situation 

Once you have assessed the situation and decided that the risks are manageable enough you can try 

to defuse the situation yourself, i.e. there is no need at this point to call the police, the local Council or 

landlord, you can then use a series of simple yet safe communication skills to defuse the situation – 

start a conversation, continue the conversation, and finally, reach your end goal. More about approach 

this later. 

 

Response 3: Taking non-direct action 

In some situations, attempting to resolve the conflict or communicating with the person(s) on your 

own is not an option. And so there are other response options that are worth mentioning… 

¶ Recruit others to support an approach or to make it on your behalf. Are you really the best 

person to enter the situation, or would someone else have better success? 

¶ Inform the relevant authorities in the right way, at the right time. 

¶ Prepare to be a witness – particularly in situations involving anti-social behaviour, which are 

also criminal. 
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¶ Take long term action in your community and work with others to tackle the root issue 

through other means. The issue may require a careful, coordinated approach from local 

organisations. 

This activity uses the hand-out on pages 33 & 34 which provides some Defusing tips. The group use 

these to identify what might have helped to defuse this situation. The tips provided may not work for 

every situation, but they are useful principles to keep in mind, and – if applied – they should increase 

the chances of defusing, rather than escalating situations. 
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Activity 5: Defusing conversations 
 

How you approach a difficult situation is key. It’s important to manage strong emotions and to avoid 

making spontaneous reactions. To do this, it helps to take some time (no matter how little) to get your 

head in the right place and be the person who will defuse the situation, or prevent it escalating. If 

possible, you might need to delay your response to a more suitable time. Going into a situation visibly 

angry is likely to irritate and anger other person. Also, if you are angry at the beginning, this will set 

the tone of the conversation and restrict your options for resolving the situation.  

 

This activity is based on two film clips of neighbours talking about a tree 

which is causing problems. The first film shows one neighbour allowing 

his anger to drive his behaviours and as a result, the situation soon 

escalates. The relationship between the neighbours is damaged, both are 

likely to be feeling bad about the exchange and are no nearer to resolving 

the issue at hand – the tree. All they have done is created more issues 

between them (i.e. the way you spoke to me, the threats they made, 

parking, etc.)  

 

Encourage the group to identify which behaviours led to the situation escalating.  

 

The second film shows the same situation, but this time the approach is more measured. The activity 

asks the group to identify what is different about the behaviours, and how this affected the situation.  

 

The group should identify the following… 

¶ The neighbours are more polite 

¶ They aren’t angry 

¶ He shows an interest in the other person 

¶ He achieves what he wants 

¶ It takes longer – there is more talking 

¶ Builds rapport before asking about the tree  

¶ They listen to each other 

¶ They try to see the other person’s perspective 

(empathy) 

¶ They aren’t as loud or aggressive, arm 

movements are less aggressive 

¶ They share the problem, there is less of ‘you’ 

and ‘your tree’ 

¶ There are no threats or counter threats 

 

As with the scenarios in activity 4, there is an audio clip of the Dfuse expert talking about this 

situation.  
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Workshop plan 

 

In preparation you will need…  

¶ To download all of the films and audio clips you wish to use in the workshop. Go to 

dfuse.org.uk/neighbourhood and login using your username and password.  

¶ To print the pre and post workshop evaluation forms for each participant (pages 35 & 36). 

¶ To print and cut up the ‘Scenarios for Activity 1’ (pages 31 and 32) enough for each small 

group to have one. 

¶ To print the ‘Defusing Tips for Activity 4’ hand-out for each participant (pages 33 & 34). 

¶ A way of playing the film and audio clips to the group  

¶ A flip chart and pens 

 

Before you start, ask each participant to complete the pre-workshop evaluation form (page 35). There 

is another form at the end, and by comparing the results on both you’ll be able to see how effective 

the workshop was. There is a spreadsheet on the Dfuse website to help analyse the results. 

 

Introduction (5 minutes) 

 

1. Introduce yourself and explain the format of this workshop i.e. how long it will take, when they can 

take a break, etc. 

2. Explain the purpose of this programme is to learn approaches for defusing community conflict and 

to provide techniques for managing difficult situations. The learning objectives are to: 

¶ Provide an opportunity for participants to share and explore situations they have been 

involved with, or have concerns dealing with. 

¶ Encourage participants to consider their personal responses to conflict. 

¶ Help participants to explore tips and techniques that may help them defuse conflict and 

manage difficult situations in the future. 

3. Explain that as everyone responds differently to conflict, the course encourages participants to 

explore their reactions to a range of scenarios. The workshop also covers a range of tips and advice 

– encourage the group to take away the ones that will be most beneficial to them, based on how 

they respond to the various scenarios. 
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Activity 1: What would you do? (15 minutes) 

 

1. Break the group into smaller groups of two or three and give each one of the ‘What would you 

do?’ scenarios.  

2. Give the groups a few minutes to discuss their response to the question and the reason for their 

decisions.  

3. Ask the groups to feed back their thoughts to the group and encourage a discussion.  

4. During the feedback pose these questions for each of the scenarios:  

¶ Noisy music – would it make a difference if you had an early start or a baby sleeping? 

¶ Litter – would it make a difference if the litter was thrown into your front garden? 

¶ Dog fouling – what if the mess was left in the children’s playground? 

¶ Spray painting – what if your property was being vandalised? 

¶ Mugging – what if you knew the person being mugged? 

¶ Ball kicking – what if it was against your fence and they were damaging it?  

 

Activity 2: When disagreements go bad (20 minutes) 

 

Show the film clip of a man being knocked down after a confrontation (or go to YouTube and search 

for ‘CCTV released following assault’). Ask the group: 

¶ What do you think was going on?  

¶ Who is in the wrong? Why?  

¶ What are the possible consequences for the two people involved? 

 

Activity 3: How do you respond to conflict? (15 minutes)  

 

1. Ask the group to stand in the middle of the room. Label one side of the room ‘agree’, and the other 

‘disagree’, perhaps using signs, if you wish.  

2. Read out each of the statements in turn and ask the participants to move to the end of the room 

that corresponds with their opinion – do they agree or disagree with the statement? The stronger 

their opinion, the nearer they should be to that end of the room.  

3. After each statement, ask the participants with opposing opinions to explain their points of view. 

Encourage others with different views to share their thoughts. This might lead to some strong 

emotions, so be careful not to let this get out of hand. Highlight that when we have strong views 

http://www.youtube.com/watch?v=fNdAdzT3LO8
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about something, it is difficult not to show our feelings, but is very important that we do not let 

these feelings rule our behaviour. 

 

The statements for Activity 3 

 

1. I feel angry when someone does something unfair.  

2. I get upset when people insult me.  

3. I usually win arguments, even if I am in the wrong.  

4. Antisocial behaviour is the responsibility of the police, that’s what tax is for. 

5. Speed cameras are a good thing. 

 

 

Activity 4: Scenarios (30 minutes) 

 

1. Choose which scenario to use and introduce it by reading out the description provided.  

2. Show the film. You might need to show the film a few times so that people can get a good 

understanding of what’s going on.  

3. Ask the group: ‘What would you do?’ Ask each of the multiple choice questions and provide the 

three options. Encourage a discussion about the many possible responses. You could ask the 

questions by: 

¶ Reading out each question, giving the three options and asking for a show of hands (or pre-

prepared A, B and C cards).  

¶ Writing the questions and options on large pieces of paper and asking individuals to place a 

dot on their response. 

¶ Writing A, B and C on large pieces of paper on the floor and asking them to stand on or next 

to the piece of paper that corresponds to their response. 

4. Ask the group: ‘What makes this situation worse?’ Show the film again and ask the group to 

identify what happened to make the situation worse.  

5. Ask the group: ‘What could have made this situation better?’ Break into smaller groups and give 

them all the ‘Defusing tips’ hand-out. Ask them to identify which of these would have helped to 

defuse the situation.  

6. Hear what the expert thinks. Play the audio clip of the expert talking about the scenario. After 

listening to this, it might be helpful to then revisit the group’s thoughts and compare their ideas. 

7. Repeat this activity with as many of the scenarios as you have time for. 
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Activity 5: Having a conversation (20 minutes) 

 

1. Show the film clip Tree Argument 1 and ask the group:  

¶ What happened to escalate the situation?  

¶ What could the man do differently? 

2. Show the film clip Tree Argument 2 and ask the group:  

¶ What did the neighbours do differently?  

¶ What impact did this have on the situation?  

 

3. Hear what the expert thinks. Play the audio clip of the expert talking about the scenario. After 

listening to this, it might be helpful to then revisit the group’s thoughts and compare their ideas. 

 

 

Evaluation and close (5 minutes) 

 

1. Ask participants to identify one or two things they will take away from today and anything ask them 

if there is anything that they might do differently in the future as a result of taking this course. 

2. Before the participants leave, ask each one to complete the post-training evaluation form (page 36) 

and return it to you. There is a spreadsheet on the Dfuse website, which you can use to capture 

the data from your forms and keep track of the results. 
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Scenario One - The Parking Problem 

 

Step 1: Introduce the scenario 

Read this description of the scenario out to the group: 

 

Andy loses his cool when he looks out of his window to see a local neighbour has parked outside his 

driveway to unload for the second time in two weeks, completely blocking his car in. Despite his wife’s 

pleas, Andy decides to tell Dave, the driver, to move his car. Right now. But Dave’s ‘I’ll only be a 

minute’ response only fuels Andy’s temper and causes the argument to escalate. And then things 

really get messy... 

 

Step 2: Show the film 

You may want to show the film a few times so that participants can understand what is going on.  

 

Step 3: ‘What would you do?’ 

Ask the group these questions using whatever method you prefer and discuss their responses. Use the 

notes to help guide the discussion.  

 

1. Who do you think was responsible for the situation escalating? 

a) Andy, the homeowner Andy certainly handled the situation poorly. He was angry and aggressive in 

his approach and demanded Dave move his car, rather than asking him 

nicely. 

b) Dave, the driver 

 

Dave didn’t help the situation. While Andy was angry in his approach, Dave 

helped to escalate things by responding aggressively, resulting in an 

uncomfortable confrontation. 

c) Both of them 

 

Andy and Dave were both responsible for the confrontation. Both failed to 

use any defusing skills to calm the situation, only making things far worse. 
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2. If you were the homeowner, would you go out and talk to the driver? 

 

a) No, he’ll be gone in a 

minute. It wouldn’t 

bother me. 

It’s not always easy to sit by and let things lie. If you can, try to address the 

issue and sort things out at a later date, when you’re less angry. 

b) Yes, but I’d ask him 

calmly to move his car, 

and at the very least, 

not to park there again. 

You are far more likely to get the outcome you want if you approach your 

neighbour in a calm manner. Ask them nicely and explain how inconvenient 

it is. 

c) Absolutely, and I’d 

give him a piece of my 

mind. 

Reacting aggressively to a parking problem isn’t going to get you anywhere. 

It is likely to result in confrontation and cause the neighbour to act 

stubbornly and refuse to move. 

 

3. If you were the driver, how would you react? 

 

a) I’d apologise and 

move the car straight 

away. 

Try to put yourself in your neighbour’s shoes. By saying sorry and moving 

on, you could avoid conflict altogether. 

b) I’d say ‘I’ll be gone in 

a minute, can you wait?’ 

But I wouldn’t swear or 

push. 

By sticking around, the argument is likely to escalate. Try to assess the 

situation – if the neighbour is already angry, refusing to move could only 

make things worse. 

c) I’d react in the same 

way – he can’t tell me 

what to do. 

When anger is met with aggression, confrontation occurs. No good can 

come from standing up to the neighbour in this situation. 
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Step 4: ‘What makes this situation worse?’ 

Organise the participants into smaller groups and show the film again. Ask each group to identify the 

behaviours that cause the situation to escalate. Discuss each group’s thoughts, recording their ideas 

on a flip chart.  

 

They may notice the following behaviours… 

¶ Andy’s approach is aggressive from the start. 

¶ Andy orders Dave to move his car immediately: ‘I want you to move it NOW.’ 

¶ Dave gets irritated with Andy’s orders: ‘I said, give me a minute.’ 

¶ Dave stops moving boxes and stands in front of Andy, meeting his stare. 

¶ Andy accuses Dave of causing this problem repeatedly: ‘You did the same thing last week, you 

parked across my drive and I couldn’t get out.’ 

¶ Dave refuses to do what Andy wants. He’s dismissive, rude and confrontational. He tells him to 

‘sod off’ and touches his arm. 

¶ He pushes Dave and threatens him, saying: ‘Don’t you start on me, who do you think you are?’ 

 

Step 5: ‘What could have make this situation better?’  

Give each group a set of ‘Defusing tips’ cards. Ask the groups to choose five that would have helped to 

resolve the situation and why. Discuss each group’s ideas and highlight the common themes.  

 

Step 6: What the expert thinks 

Play to the group the audio clip of Dfuse’s expert talking about this scenario.  After listening, it might 

be helpful to then revisit the group’s thoughts and compare their ideas.  
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Frequently asked questions 

 

Is the driver doing anything wrong by parking in the driveway? 

Yes, and this could be considered an unnecessary obstruction. If you have a dropped curb driveway, 

then the occupier has a right of entry. The police or local authority (depending on who controls the 

parking) could issue a ticket. 

 

If this is an ongoing problem, what can I do? 

Contact your Council or local police (non-urgent, 101). Consider keeping a diary of registration 

numbers and when the parking incidents occur. You could even take pictures if you wish.   

 

What if the driver is my neighbour? 

Do you have a friendship with them? Is there another time that you could discuss the issue, rather 

than when it’s happening? Things are more likely to remain calm if you can pop round and have a 

polite word when the incident has already taken place. 

 

What if I talk to them and they say no? 

Have you listened to their reasoning and stated your own point calmly and politely? If there’s still no 

getting through to them, try to defuse the situation and then walk away. You can now take further 

steps like calling your landlord or the local police to explain your situation.  
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Scenario Two - The Barking Dog 

 

Step 1: Introduce the scenario 

Read this description of the scenario out to the group: 

 

Sally, a frustrated mum, knocks on the door of her neighbour, Carol, with a problem. Sally has become 

tired of listening to Carol’s dog barking all week and wants something done about it. Carol is caught by 

surprise and is taken aback by Sally’s aggressive accusations, but she also doesn’t offer a solution to 

the problem. Angry and fed up, Sally tries to take matters into her own hands. 

 

Step 2: Show the film 

You may want to show the film a few times so that participants can understand what is going on.  

 

Step 3: ‘What would you do?’ 

Ask the group these questions using whatever method you prefer and discuss their responses. Use the 

notes to help guide the discussion.  

 

1. What would you do if your neighbour’s dog barked all day? 

 

a) I'd just try to ignore it. 

It’s a dog – they bark!  

 

In an ideal world, this would be the best reaction, but sometimes 

circumstances will prevent you from letting things lie. There are also some 

occasions when leaving an issue can cause anger to build up, resulting in 

more aggression at a later date. 

b) I'd approach them 

and ask if they could do 

something about it. 

If it is safe to approach the person, this is your best option. Approach them 

calmly, politely, and choose your words and body language carefully. You're 

far more likely to get what you want by reacting this way. 

c) I'd bang their door 

down and tell them to 

shut it up – or I will.  

No scenario will end well by adopting this approach. By starting your 

conversation with an angry statement or a demand, you'll instantly anger 

the other person, causing confrontation. 
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2. What would you do if a neighbour came to your front door and behaved like this? 

 

a) I’d remain calm and 

apologise. 

As difficult as it is, if you are in the wrong, it's important to apologise and 

accept some responsibility. 

b) I’d explain that I was 

taking steps to stop it, 

and then tell them to 

get out. 

One of the most important methods in defusing is ensuring the other 

person feels that they are being listened to. Explain how you are handling 

the situation, then perhaps suggest meeting another time. 

c) I’d give them a piece 

of my mind. 

Reacting angrily to aggression will only result in confrontation, causing 

potential danger to both people involved. Try to defuse the situation calmly. 

 

 

3. What would you do if you tried to apologise, yet your neighbour continued to show signs of 

anger/aggression? 

 

a) I'd remain calm and 

let them speak. 

 

This is your best option. Let them vent as much as it is safe to do so. Try not 

to react to what they are saying. 

 

b) I'd tell them to come 

back another time, call 

for help and try to close 

the door.  

 

You may be faced with more anger and aggression if you try to cut the 

conversation short. Pick your moment and don't hurt them. 

 

c) I'd defend myself, 

fight back and make 

them leave. 

 

Responding aggressively will only make things worse. You're likely to hurt 

yourself, and the other person. Try to defuse the situation instead. 

 

 

Step 4: ‘What makes this situation worse?’ 

Organise the participants into smaller groups and show the film again. Ask each group to identify the 

behaviours that cause the situation to escalate. Discuss each group’s thoughts, recording their ideas 

on a flip chart.  

 

They may notice the following behaviours… 
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Å Sally says: ‘I don’t mean to be funny, BUT...’ The use of this phrase and her body language 

indicates frustration. 

Å Sally is being aggressive and shouting at Carol on her own doorstep. 

Å Carol knows the dog is a problem, she may be embarrassed that she cannot control it and feels 

bad when it’s mentioned.  

Å Sally is frustrated, possibly tired with a young child, and is struggling to get the child to sleep. 

Å Sally threatens to call the Council or the RSPCA. 

Å Carol challenges Sally by saying: ‘Are you serious?’ She then insults her: ‘Are you mad?’  

Å Sally pushes her way into the house demanding that the dog is made to be quiet 

 

Step 5: ‘What could have make this situation better?’  

Give each group a set of ‘Defusing tips’ cards. Ask the groups to choose five that would have helped to 

resolve the situation and why. Discuss each group’s ideas and highlight the common themes.  

 

Step 6: What the expert thinks 

Play to the group the audio clip of Dfuse’s expert talking about this scenario.  After listening, it might 

be helpful to then revisit the group’s thoughts and compare their ideas. 

 

Frequently asked questions 

 

What can I do about a dog that disturbs me? 

If a dog that barks is a noise nuisance, it may be a matter for an Environmental Health Officer at the 

Council. Keeping a pet may also be a breach of a housing contract or a tenancy agreement. If it’s a 

constant nuisance, the Police may get involved, as this could be considered to be a breach of the 

peace. The RSPCA would only approach the neighbour if there was an indication that the dog was 

being mistreated.  

 

What if I don’t actually know the dog owner? 

Do you have another neighbour who knows them well and would be willing to raise the issue? If you 

don’t know the dog owner, it’s even more important that you remain calm, and avoid being 

confrontational. Greet them, introduce yourself and explain rationally what the problem is. Keep your 

distance and try to assess the situation so you can control it before it escalates. 
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Should I just call the police? 

If the barking is consistent, loud, and nothing is being done to stop it, you can call your local Police 

Station (101) for some advice. Or, as mentioned earlier, call your local Council and ask for the 

Environmental Health department. 

 

How should I react when someone starts shouting at me? 

As long as you feel safe, let them speak. The neighbour needs to get the issue of his/her chest and also 

feel that they’re being listened to. Position yourself in a safe place where you feel comfortable, so 

away from stairs or heights. If you feel the situation escalating and becoming dangerous, try to place a 

barrier in front of you – so stand slightly behind your door or behind a fence. More details are 

provided below. 

 

I can see an angry neighbour approaching my front door. Should I answer it? 

If you don’t feel comfortable opening the door to an angry neighbour or you already know that the 

response or the outcome will be negative, stay inside. Let them cool off and approach you when 

they’ve calmed down. They may drop a note through your letterbox. If you know what their visit is 

regarding, try to defuse the situation. So perhaps bring the dog inside if you think it might be 

bothering them. 

 

What if they won’t accept my outcome? 

Be reasonable. Try to understand their frustration and where they are coming from. Agree to ‘look 

into it’ or ‘do what you can’. If they feel like they are being listened to and have succeeded in getting 

their point across, they’re more likely to step back and finish the conversation. 

 

Should I just leave a note? 

If you feel more comfortable writing down your feelings, this is an option. But the same rules will 

apply. Keep your language friendly, not aggressive.  Perhaps ask if the dog is okay first, address the fact 

that they may not have realised, but the barking can be heard across the street/next door and is 

keeping your baby awake. The neighbour may find the approach easier to digest and have some time 

to think about their response, rather than becoming immediately defensive.  
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Scenario Three - Loitering Outside 

 

Step 1: Introduce the scenario 

Read this description of the scenario out to the group: 

 

It’s 5.38pm in the evening and Bill (the homeowner) has gone outside to dispose of his rubbish bags, 

only to discover that there are two young girls, Lauren and Sarah, drinking alcohol in his property’s car 

park. Bill approaches the pair to question their presence on his private land, but they do not leave. 

What could have been a friendly chat escalates into something much more confrontational... 

 

Step 2: Show the film 

You may want to show the film a few times so that participants can understand what is going on.  

 

Step 3: ‘What would you do?’ 

Ask the group these questions using whatever method you prefer and discuss their responses. Use the 

notes to help guide the discussion.  

 

How would you react if you found a pair of teens in your car park? 

 

a) I’d leave them to it, 

they won’t be there all 

evening. 

If the teens aren't causing any harm, this is your safest option. 

b) I’d ask them politely 

to leave as they are on 

private property. 

If you do feel the need to intervene, you can ask them to leave. If they 

refuse, you can then call the police. But do not harm them. 

 

c) I’d go outside and tell 

them to f*** off 

immediately.  

You are not going to get anywhere if you confront the teens with aggression. 

Speak to them how you would wish to be spoken to, never enter the 

situation when you are angry. 
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2. How would you react if you were having a chat with a friend and someone started shouting abuse at 

you? 

a) I’d be scared. I’d walk 

away. 

It's always safer and easier to walk away if you can. Don't put yourself in 

danger and only respond if it is absolutely necessary to do so. 

b) I’d tell them to leave 

me alone and be on my 

way. 

Answering back could lead to a confrontation. Watch your tone and your 

body language, and keep your distance as you respond. 

 

c) I’d stand up for myself 

and tell them where to 

go – how dare they. 

By acting aggressively, you'd be putting yourself in danger. It will only make 

the situation far worse. 

 

 

3. How would you react if a young girl started acting aggressively towards you? 

 

a) I’d take a step back 

and try to defuse the 

situation. 

This is your best option. By discussing the issue calmly while keeping your 

emotions in check, you're more likely to get results. 

 

b) I’d tell her what I 

thought – it’s so 

disrespectful! 

Speaking to a teen like a parent will only anger her. It might make you feel 

better, but it will only escalate the situation. 

 

c) I’d try to overpower 

her and show her who’s 

boss. 

This is not the best way to get her to listen to you, or to get her to leave. You 

are not allowed to harm anyone for trespassing. Think again. 

 

Step 4: ‘What makes this situation worse?’ 

Organise the participants into smaller groups and show the film again. Ask each group to identify the 

behaviours that cause the situation to escalate. Discuss each group’s thoughts, recording their ideas 

on a flip chart.  

They may notice the following behaviours… 

Å The girls haven’t moved as Bill requested. 

Å Bill is furious that he didn’t get through to them and goes back outside. 

Å Bill’s body language could be seen as aggressive. 

Å Bill appears to shout at the girls. 

Å Lauren stands up to confront Bill. 

Å Lauren edges closer towards Bill. 
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Å Bill points his finger in Lauren’s face. 

 

Step 5: ‘What could have make this situation better?’  

Give each group a set of ‘Defusing tips’ and cards. Ask the groups to choose five that would have 

helped to resolve the situation and why. Discuss each group’s ideas and highlight the common 

themes.  

 

Step 6: What the expert thinks 

Play to the group the audio clip of Dfuse’s expert talking about this scenario.  After listening, it might 

be helpful to then revisit the group’s thoughts and compare their ideas. 

 

Frequently asked questions 

 

What can I do about loitering on private property? 

Your home may be your castle, but the law says that you must behave responsibly when dealing with 

trespassers and other unwanted intruders on your property. Signs that say 'Trespassers will be 

prosecuted' are meaningless as trespassing is a civil wrong, not a criminal offence. It is, however, 

perfectly acceptable to build a fence and put up a sign that reads 'Keep out. Private Property. You are 

trespassing'.  

 

If someone refuses to leave when asked, you can remove them “…using no more force than is 

reasonably necessary”. What is reasonable always depends on the situation, but you must never harm 

a trespasser or leave objects around that could harm them (e.g. toxic weed killer that children could 

play with, etc.).  

 

Can I ask them to stop drinking? 

You can ask, but they don't have to stop. You have more right to challenge them for trespassing (see 

above).  

 

Do I have any right to move people along who are drinking or loitering on a public road? 

No, only police officers can do this. Or in some cases, private security staff or Council employees under 

the Community Safety Accreditation Scheme. 
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If someone asks me to move, but I’m not causing any harm – do I have to do as they say? 

If you are on private land and the owner tells you that you are trespassing and should leave, you must. 

If you choose to ignore their request, they can use 'reasonable force' to make you leave. 

 

What’s the best way to approach someone much younger than me? 

Try not to come across as a 'parent' or be condescending in any way. Act natural and don't try to 

mimic their language. Think about how you felt when an adult told you to do something. Try to find 

out what they want and what they're doing.  

 

Can I just call the police? 

Yes, but the police will ask whether you have spoken to the trespassers and told them that they are on 

private property or that you are the owner. When they attend, they may stand by to ensure that there 

aren't any problems when you ask them to leave.  
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Scenarios for Activity 1 

If your neighbour was playing 

music too loudly, would you 

ask them to turn it down? 

 

 

 

 

 

 

 

 

 

 

If you saw someone dropping litter in the 

street, would you ask them to pick it up? 

 

 

 

 

 

 

 

 

 

 

 

If you saw someone leave their 

dog’s mess in a public park, would 

you ask them to pick it up? 
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Scenarios for Activity 1 (continued) 
 

 

If you saw someone vandalising a bus 

stop, would you ask them to stop? 

 

 

 

 

 

 

 

 

 

 

 
 

If you saw a lady getting mugged in 

the street, would you help her? 

 

 

 

 
 

 

 

 

 

 

 
 

If someone was kicking a ball against 

your wall, would you ask them to stop? 
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Defusing Tips for Activity 4 
 
These tips can help avoid escalating conflict and defuse situations that are already confrontational. 

Remember - think before you act and only try to defuse a situation if it is safe to do so. 

 

1. Don’t act on impulse 

Going into a situation when you are visibly angry will only make matters worse. Take a deep breath, 

manage your emotions and think carefully before you take action. Your attitude will influence the 

behaviour of others. So take a deep breath and think about what it is you want to achieve. 

 

2. Focus on the issue at hand 

The other person may not accept responsibility for their actions, and their only goal may be to win the 

argument. If this is the case, be the person who doesn’t let the situation escalate, no matter what. 

Remain focused on keeping anger at bay and keep the confrontation to a minimum. 

 

3. Think about the situation  

Think before you act. Ask yourself: ‘What is it I want to achieve?’ ‘How will my argument come across 

to others?’ ‘What’s the best way to get what I want?’ Assessing the situation beforehand will help you 

to adopt the right approach. 

 

4. Choose your moment  

Never approach someone when you’re at boiling point. Stress and anger will affect how you 

communicate and your actions may come across as aggressive. Have a word with your neighbour 

when the issue first becomes a problem, or wait until you’re feeling calm and are able to think more 

clearly. 

  

5. Keep it friendly 

Try to start a conversation with a greeting of some kind, even if it’s a simple: ‘Hi, how are you?’  Make 

your request as polite as possible and explain why it is important to you. Keep a comfortable distance 

while doing this with normal eye contact and your hands by your side, to signal non-aggression.  

 

6. Don’t create unnecessary opposition 

Try to understand where the other person is coming from, as difficult as it may be. Say ‘please’ and 

‘thank you’ and mind your tone of voice – try not to sound patronising, sarcastic or aggressive. If you 

are in the wrong, admit it and apologise. 

 

7. Don’t tell people what to do 

Unless the other person believes you to be someone of authority, then they are unlikely to respond 

well to being told what to do. If you want someone to do something – ask them, don’t tell them. Also, 

people are more likely to do what you ask if you can give them a good reason. A good ‘because’ can 

often remove the ‘why should I?’. 
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8. Let them vent 

When someone is anxious or angry, it’s best to let them talk. Listen to what they are saying and show 

that you’re listening. Let them get their point across first. Don’t correct them and don’t take what they 

say personally. If people feel they are being listened to, they are far more likely to calm down. 

 

9. Acknowledge how the other person is feeling 

Show them that you understand. Don’t get defensive. Say something like: ‘I can see why this is 

annoying you,’ or, ‘I can see that this has really upset you’. When people feel that their point is being 

understood, their anger is less likely to escalate.  

 

10. Keep them talking 

Listen to the other person’s concerns – show them that you are keen to understand their point of view 

before explaining your own. Be prepared to hear that you have caused a problem – and apologise if 

you have. People like to be listened to, not forced to talk, ignored, or dismissed. 

 

11. Explain your side of the story 

Reason with the other person – explain your side of the story calmly. Break down what you want to 

say into five stages – 1) Facts (indisputable and true) 2) Opinion (what do you think is going on?) 3) 

Emotion (how do you feel about the situation?), 4) Importance (why or how is this affecting you?), 5) 

Expectation (what do you want?) 

 

12. Share the problem 

Don’t assume that the other person isn’t on your side. They may want the same thing that you do. 

They might be embarrassed about the fact that their actions are upsetting others. Try to find common 

ground and work on a solution together. If the situation could be delicate, is there anyone else who 

could help you to get your point across calmly and safely? 

 

13. Find a face-saving way out 

People often refuse to cooperate to avoid ‘losing face’ or feeling embarrassed, so try to find a less 

offensive way out of the conflict for all involved. Go slow. Don’t apply blame. Show appreciation when 

they do back down (even a little), so they feel they ‘look good’ for moving the situation forwards. 

 

14. Think about your safety 

Is the person already angry? Joining the conflict when it’s already very heated and when anger levels 

are at their highest, could put you in danger. Are you able to help, or is this a matter for the police? 

Assess the risk before you attempt to defuse any situation. 

 

15. Reduce any risks – then get away if you need to 

Position yourself in a safe place (away from heights, stairs, or machinery) and keep your distance. If 

there is a real threat, get away as quickly as possible. Under Common Law, you can defend yourself if 

you have a genuine and honestly held belief that the danger is happening now, that what you are 

about to do is reasonable and necessary, and that you can explain what you did and why. 

  



35 
 

 

Defusing neighbourhood Conflict and Antisocial Behaviour 
Pre-workshop evaluation (Please take a few minutes to complete this form and hand it to the facilitator) 

 

 

Name:  
 

 

Date: 
 
 

1. Please indicate on the scales below 
 

a. How confident are you with your ability to manage conflict? 

 
Not at all 

confident 
1 2 3 4 5 6 7 8 9 10 Very confident 

 

b. How likely are you to challenge antisocial behaviour in your community? 

 
Not at all 

likely 
1 2 3 4 5 6 7 8 9 10 Very likely 

 

c. How often do conflict or antisocial behaviour situations you experience escalate or become aggressive? 

 Never 1 2 3 4 5 6 7 8 9 10 Always 

 
 

2. Approximately how many times have you called the Police, Local Authority or 

your landlord in the last 12 months to complain about antisocial behaviour? 
 

 
 

 

If at least once then please summarise the situation/s? 

 

 

 

 

 

 
 

3. Is antisocial behaviour a problem in your community? 

 
Yes Ç No Ç 

If ‘yes’ then please summarise the types of antisocial behaviour you experience? 

 

 

 

 
 

Defusing neighbourhood Conflict and Antisocial Behaviour  
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Post-workshop evaluation (Please take a few minutes to complete this form and hand it to the facilitator) 
 

Name:  
  

  
  
1. Please tell us about the workshop: Not at 

all No Sort of Yes Very 

much 
a. Would you recommend this workshop to others? Ç Ç Ç Ç Ç 
b. Did you learn anything new? Ç Ç Ç Ç Ç 
c. Will you use the techniques in your community? Ç Ç Ç Ç Ç 
d. Do you feel confident to use the techniques? Ç Ç Ç Ç Ç 
e. After the workshop do you feel that you could reduce 

the likelihood of a conflict or antisocial behaviour 

situation escalating or becoming aggressive? 

Ç Ç Ç Ç Ç 

 
 
2. Please indicate on the scales below 
 

a. After the workshop how confident are you with your ability to manage conflict? 

 
Not at all 

confident 
1 2 3 4 5 6 7 8 9 10 Very confident 

 

b. After the workshop how likely are you to challenge antisocial behaviour in your community 

 
Not at all 

likely 
1 2 3 4 5 6 7 8 9 10 Very likely 

 
3. Which techniques from the workshop do you think will be most useful to you? 
 

(Please describe which techniques and why you think they will be useful to you) 

 

 

 

 
4. Do you have any other comments about the workshop?  
 

 

 

  

 


