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Introduction

These Facilitator Notgsovide all the background informatioowneed to deliver a short, simple
‘Defusing Neighbourhood Conf | iThematerialsgpmowdsdaep t o a
based orD f u svider defusing skills programmdichhas been developed through work with the

police, housing associati®and voluntary and community groups.

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

to facilitate discussian The workshop should takbouttwo hours to deliver.

Thisworkshop is designed tme intaactive and engagingyou do not need to be an expert in
defusing or conflict managemeiats all of the background information is provided. Youhaneever
an expert at working with your commungyoup. Yoware encouraged to use the activities and $ool
to create a workshop that suits the needs of your gr&kgad the background information for each

activity alongside the workshqyan page 15 to 18to helpyouplan your workshop
The learning objectives for thisorkshop are to:

1 Provide an opportuty for participants to share and explore situations they have been
involved with, ohave concerns dealing with

1 Encourage particgnts to consider their owresponses to conflict.

9 Help participants explore tips and techniques which may help them defofietcand

manage difficult situations in the future.

The workshogegirs with activitieswhichhighlightwhat can happemwhen conflicis not defused
Theyaim toencourage 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 workshophen explores typical neighbourhood conflict scenarios that have been allowed to
escalate and providsrelevanttips and techniquesvhich should help participants to magesimilar
situations in the future. Therrethree scenariogo choose from-each includes a short film clip,

discussion threads, and an audio clip from an expetio gives hiperspective on the situation.

Thegoal is teencourage participants to thik about how conflicts occand how difficult situations

can be managedithout them becoming confrontational or destructive.
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Background information

Many of us are faced with conflicton adaily basisut what starts as a simpl e
need to result in upset or violence. With the specific skills and techniques highlighted throughout this

workshop, you can help participamtsunderstand how to defuse and resoblifficult situations.

Your group may already be familiar with neighboathoonflict and have many anecdotes of difficult
situations they have found themselves in. I f t hi

benefits of defusing.

Some will suggest calling the local Council, social landlord, or the-pafiiea via 999- so that they

can solve the problem, but this distracts services away from dealing with more s=imsonly

adding to the many problems within communities. If we all possessed the correct skills to defuse low
level antisocial behaviourrad neighbourhood disputes, then many calls to local services would be
prevented, situations which could escalateuld not co-operation between the public and the police

and other services would increase, and-antiial behaviour would be reduced.

The goup may contain people wtsee no benefit in defusing and would rather ignore a situation.
Others maypelieve that their approach to managing conflict needs no improver8ente of these

will use aggression and force to get their own wahich will ultmately make situations worse

Others will rush imvithout thinkingcausing the situation tescalate angbotentially lead tanjury.

Activities 1, 2 and 3 explore these attitudes, and other perspectives, in order to motivate participants
to want tounderstaind a little more about their own responses to conflict and to engage with the

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

Thisgroup discussioitebreaker highlights how people can respond very differently to the sam
situation.In small groupsarticipants are asked wiscuss their responge a range of
neighbourhood conflict situationsuch as noise, dog fouling or vandaljpages 31and 33. Some of

the situationsare classed aanti-social behaviour, othersasimplyconflictsbetweenneighbours.

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 ekantal behaviour, ranging from littering and
disputes, to more serious acts such as drug dealing and prostitution. According to figures collated by
HMI C ( Her Ma | ed Copstabulary)ntise paice recordedt3 & million incidents of anti

social behaviour in 2010/11.

Conflict might be an unavable part of lifebuti t * s i mp o r ft eomrrdctly to ensureahata g e
situationsdo not escalate and cause harm to those invol@anhflictis often causd by
misunderstandings ‘I think one thing, you think anotheorwhenone of us has misinterpted what

the other has said or donefor example two neighbours both thinking that the other was going to fix

the hole in the fence.

Conflict can also occur due tifdrences- ‘I want or believe something different to yolihese can be
actual or peceived differences thate may or may not be aware of. Differences could be in goals,
approaches, beliefs, views, personaliti@s just clashes in lifestyle choices. For examipli&e

parties and barbecuebut you want to sit quietly in your garden.

Some conftits are based on perceptiersowhat one person believes is happening and why.

example, anan 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 mgno wake herself up, yet her nedor
neighbour may believe that it is deliberately played to armimy Perceiving that someone has

intentionally meant to cause offence or disrespect can result in an unintentimmfhtt

Participants are likely wisagree on their responses to the situationthe activityExpect people to
say' maybe’ o r If tHisiistthe casgpteenrd sée nqui re “ why may Fer?’
some the threat ofphysical harm will belaigfactor. For thosewho feel confident that theyauld

defend themselveshis isperhaps lessf aconsideration.
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Some people will not be as bothered about $isenario on the cards othes. Littering for example
can divide opinior you may evenvitness someonflict betwesn participants durinthis activity.
Someone who is not bothered by littering may be upset by dog fouling as they believeanmitee

seriousissue

Sme may want taespond to the situatiobut feeltheycannb as t hey dodbh’ have t|
feel confident, dom’' ' domwatntwd mt | tom krikkEseattttdesédh s i t u a
need to change so we can build a stronger sogibgre people feel able to stand up to asdicial

behaviour-but do so safely and in a way that wilt make the situation worse
Thisactivityaimsto highlight the rangef responses taonflict and antsocialbehaviourandset the

scere for the rest of the workshgpvhich will helgpeopleto feel more confident and better equipped

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

This activity usesfdm to show howa conflict situation can escalate quichtith severe
consequencesTheclipshows a pullandlord askadriver not to parkn his pub car parkvou cah t
hear wha is being said on the video, but you can see froerbitdy language that the men begin to
argue They then start to fight and the situation quickly escalates to the thaitthe driver reverses
hiscar into the landlord, knocking him flying through #ireln less than one minutéoth men were
facing potentially life changing events: one could have been, kiiddhe other couldhave gondo

prison.

When aconflictescalates into aggression and violertsere are no winners. The main learning poin
from thisvideoissi t doesn’t matter why a disagreement has
matters is how the situation is managéds up to one or both of those involved to take responsibility

and not allowthe situationto get out of hand.

Conflict becomes confrontation wharperson does somethirtigat angers or threatens another
person, such as being disrespectful, dismissive or, midking it personatausing embarrassment
making threats or being aggressive. If the second persoandspn a similar wathe situation will
escalateHow does the group feel when someone responds to ttiesnway? How do they expect

people to respond to them when thegloptthese behaviours?

Conflict can be resolved peacefullg ut i t ' s twatioesrare mdmagedepooslyi that
arguments escalate, respect for others disappears and communication becomes more difficult

Situations can become aggressive amdl too often—lead to anassault.

Some people believe that aggression is a good wastdve conflict, particularly if they fabht they
have beerdisrespectedor theyfear 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 makingthreatsor gi ving ultimatums such as’': move your

Using aggression and force to influence others is a risky strategy as it may invite aggression in return.
In some casesggression may appear to resolve the situmtlutit may actually create more
problems at a later date, especiallynithe near futureyou need to rely on the other person to do

something for you- which neighbours often do.
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Oftenthe initial source of conflics icompletely forgotten about a&w reasons to be angigre
created. For exampleonsidera home owner who shouts viciougslysomeone who parks outside
their houseThe parking issue mapw take second place to the tone and manner usgdhe home
owner The will need to address thizgew conflictbefore they can resolve the initial onén this case,

an apology for a disrespectful tone may be needed beforg@dnking issue can be resolved

Some people will deliberately escalate an argument to divert attention away from the dmifiegtc
or from themselves. Ithe videg the drivermaywant to avoid talking aboytarkingso that he

d o e s n’ tmove &iy aintentonal escalation is also used as a tool to deliberately provoke
someone. This is a tactic often used by bulliesand r aci st or homophobic abu:c

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

This activitencourages the group to share their personal responses to conflict by indicating their

answasto five questions standing anscald r o m a g r e eThisadtivityehcduragea g r e e ' .
participants to exploreersonakesponses t@onflictand to identifyjbehaviourghat mayhinder their

ability to defuse a situation.

Read the belowtatementsto the groupand ask participants tecide quickly, without thinking too
much, whether they agree, disagreer somewhere ifbetween.Use thenotesto aid discussian
after each questiorEncourag@articipantsto examineheir feelingsandtob e * honwbst h

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 responseA goodwvay of putting thisacrog§stoas k parti ci pants to th

pushes your buttons?’

1.1 usually win arguments, even if | am in the wrong
This can be a good ibeeaker 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 power ful ar g u maawths othepersohfaegsaslongh ey don
as they back down. This suggests that for one pe
don’'t | ike to be embarrassed or be made to back

relationships may suffén the process.

2.1 feel amoyedwhen someone does something unfair

Anger is a natural response to a belief about an evmrititcan cloudyourjudgement | f you’' r e
angry it is worth taking a few moments to cool off, manage the emotion and thinkdghsour

response. Don’t act sishkelyhat gooradidngvill rhakesthed on anger

situation worse.
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3.1 get upset when people insult me

CGonflict or antisocial behaviour can seem personals peci al |y i f ingouroire e | un
home. Taking a situation personally will increase the level of ematioch will likely cause you to act

in a waythat onlymakes the situation worse. Ask yoursalfoes this person know me? Did they

deliberately do this to just to get me? If someone else was in my plageuld they be getting the

same treatmentEven if it is personal, why do | care?

4 Antirsoci al behaviour is the rilpaymoforsi bi lity of the
This question will help you to gauge how participdeel about tackling antisocial behaviour in their

community themselvesSome situationdo require the police to be involvedspecially when there is

criminal activity or a risk to life or weking. Howevemanyincidentsof antirsocial behaviouand

neighbourhood confliatan be avoided, defuder resolved using simple techniqué¢e are all

responsible fosafetyand order in our communitiesthe police are paid to give their failine

attention to these matters on behalf of the rest of-usot instead of usThe 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 particip@his aims thighlight how easily
conflict can be creatednd fow we react to strong emotiondost people will have a vieatout
cameradut a fewwill havestrongopinions Oftenpeopleagreeaboutthe need for safe roads, but
disagree about the use of cameras. Encourage a debate between partieipartts the point where
emotions are starting to affect behaviodihenpause and ask participants to describe how they are
feeling.Ask how strong emotions were affecting how they dealt with the conflict. Manage this

guestion carefully tondensure it doesn’t get out
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Activity 4: Defusing scenarios

Conflicts are delicate matters, but they don’t h
is to manage volatile and sensitive situations in a calm way, without making thingsTivisrsetivity

usesvariausscenarios to highlight ways to defuse confictto prevent situations from escalating.
Scenariddne—The Parking Problem

neighbour has parked outside his driveway to unload for the

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

Scenario TweTheBarkingDog
Sally, a frustrated mum, knocks & door of her neighbour,
Caroo Sally has become tired

week and wants something doabout it.

Scenario Three LoiteringOutside
Itis 5.38pm in the evening and Bi#is gone outside to dispose ¢ :
his rubbish bags, only to discover that there are two young gir

Lauren ad Sarah, drinking alcohol on his property

Your role in this activity is to guide the group through one or mdieedhree scenarios of
neighbourhood conflict and argbcial behaviouHelpthe group toidentify how they would respond
to the scenariojdentifythe points of escalan—and which of thdips could have helpetb defuse

the situation.

The detailed notesn pagesl9 to 30explaineach scenario and provide activitteat you can use to
help the group explore defusing approaches they might use if they find themiseduedar
situations. Each scenario comes with

1 Afilmclip.

1 Multiple choice questions to create discussion

1 An activity to explore the scenario in more detail
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T A “what t heauedxipoerctl itphifnrkosm one of Dfuse’s exp
Hogage Negotiatqmyiving his perspective on the scenario.

1 Fequently asked questiortkat might helpyouto respond to questions from the group.

The films show behaviours that escalate conflict, but there are many points when one person could
have chosen tde-escalate the situation.dmember 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 priddg the responses below as a guide

during your discussions.

Response 1: Get away asalfly and as safely as possible
Participants should understankat if theyare atrisk of violence or harm, theiriority is to get to
sakty —or reduce the risk. they need to defendhemselvego get away safely, or to prevent

someone else from getting hurt, theyan 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 danis 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 youyou can use force to prevent the attack from happening.

Response 2: Using commication to defuse or resolve the situation

Once you have assessed the situation and decided that tsearmkianageable enougyou can try
to defusethe situationyourself, i.e. there is no need at this point to call the poliee|dbal Council or
landlord, you can then use a seriessifple yet safe communication skiisdefuse the situation
start a conversation, continue the conversation, and finally, reach your end/igoalabout approach

this later.

Response 3: Taking ndirect 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 ogptibat are worth mentioning.
1 Recruit others to support an approach or to make it on your behaljiofresally the best
person to enter the situation, or would someone else have better success?
1 Inform the relevant authorities in the right way, at the right time.
1 Prepare to be a witnessparticularly in situations involving astcial behaviour, whidcre

also criminal.
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9 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.

Thisactivity uses thé@andout on page 33 & 34which govidessome Defusing tips. The group use
these to identify what might have helped to defuse this situalitwe. tips provided may not work for
every situation, but they are useful principles to keep in mind-dingpplied—they should increase

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

How you approach difficult situation is keylt’s important to managstrong emotions and to avoid
makingspontaneous reactiongo do thisit helps to take soméme (no matter howlittle) to getyour
head in the right placandbe the person who witlefusethe situation or prevent it escalatingdt
possible, you might need to delay your response to a more suitableGoimg into a situation visibly
angry isikely to irritate and anger other pgon Alsojf you are angry at the beginnintis willset

the tone of the conversation and restric@ur optionsfor resolving the situation.

This activitys based on twdilm clips of neighbours talking about aee
which is causing problenighe first filmshows one neighbour allowing
his anger to drive his behaviours awa resultthe situation soon

escalates. The relationship between the neighbaudamaged, both are

likely tobe feeling bad about thexchangeandare nonearer toresolving
the issueat hand-the tree All they havelone is creatednore issues
between them(i.e. the way you spoke to me, the thretitey made,

parking etc)

Encourage the groutp identify whch behaviours ledd the situation escalating.

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

asks the group to identify what is diff@t about the behaviourg&nd how tlis affected the situation.

The group should identify the following..

1 The neighbours are one polite f They try to see the other
T They angnen’t (empathy)

1 He shows an interest the other person T They alouoraggresaivgarm

1 He ahieves what he wants movementsare less aggressive

9 It takes longe+there is more alking I Theyshare the problenthereislessof‘ y o u’

9 Buildsrapportbefore asking about the tree and ‘“your tree’

1

They isten to each other 1 There are nahreatsor counter threats

As with the scenarios in activilythere is an audio clip of the Dfuse expert talking about this

situation.
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Workshop plan

I n preparation you wil/ need ..
1 To download all of thBlms and audio clips you wish to use in the workshop. Go to
dfuse.org.ukteighbourhoodand logn usingyourusername and passward

1 To print thepre and post workshop evaluation forms for each particifgenges 3% 36).

T To print andacubsupot h A& abhdB8¥anaughfoteachmpai ges 31

group to have one.

I Toprintthe Def usi ng Ti p soutffos eachpartigant(pagesB3&434). hand

1 A way oplayingthe film and audio clips to the group
91 Aflip chart and pens

Before you startask each participant to complete the pserkshop evaluation fornpage 3%. There
is another form at the endnd by comparingtheredus on bot h you’ || be
the workshop wasThere is a spreadsheet on the Dfuse website to help analyse the results.

Introduction (5 minutes)

1. Introduce yourself and explain the format of this workshephow longt will take when they can

take a breaketc.

abl e

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

to provide technigues for managing difficult situatiofige learning objectives are to:
1 Provide an opportunity for participariis share and explore situations they have been
involved with, or have concerns dealing with.
9 Encourage participants to consider their personal responses to conflict
1 Help participant$o explore tips and techniquésat may help them defuse conflict and
manage difficult situations in the future

3. Explain that as everyone responds differently to conflietcourse encourages participants to

explore their reactions to a range of scenarideworkshopalso covers a range of tips and advice

—encourage the @up to take away the onebat will be most beneficial to them, based on how

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

1. Break the group into smaller groups of two or thaeel give each one of theWh at woul d you
d o 8cenarios.

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

decisions

Ask the groups to fedahack their thoughts to the group and encourage a discussion.

During the feedback pose these questionsefach of the scenarios:

Noisy musie-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?

Dogfoulinggwhat i f the mess waggoound?2eft i n the children

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?
Activity2: When disagreements go bad (20 minutes)

Stow thefilm clipof a man being knocked down after a confrontation (or go to YouTube and search

for ‘' CCTV released following assault’). Ask the
1 What do you think was going on?
1 Who is in thevrong? Why?

1 What are the possible consequences for the two people involved?
Activity3: How do you respond to conflict? (15 minutes)

1. Ask the group to stand in the middle of the r1 0c¢
“ di s a ghaps esing sigpseifryou wish.

2. Read out each of the statements in tammdaskthe participantdo move to the end of the room
that corresponds with their opiniondo they agree or disagree with the statenfgfhe stronger
their opinion, the nearer they shild be tothat end of the room.

3. After each statemenaskthe participants with opposing opinions to explain their points of view.
Encourage others with different views to share their thoughts. This might lsadh&strong

emotions so be careful notd let this get out of hand. Highlight that when we have strong views
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about somethingit is difficult not to show our feelings, but is very important that we do not let

these feelings rule our behaviour.

The statementfor Activity 3
1. | feel angry when soeone does something unfair.
2. 1 get upset when people insult me.
3. lusually win arguments, even if | am in the wrong.
4. Antisoci al behaviour is the responsibi
5. Speed cameras are a good thing.

Activity 4: Scenarie (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. Askthe group’ What wowwuda?'y Ask each of t hmovidethet i pl e cf
three options. Encourage a discussion about the many possible responses. You could ask the
guestions by:
1 Reading out each question, giving the three options and asking for a show of mamds (o
preparedA, B and Cards).
9 Writing the questions and options on large pieces of paper and asking individuals to place a
dot on their response.
1 WritingA, B and ©n large pieces of paper on the floor andimgkhemto stand on or next
to the pieceof paperthat corresponds to their response.
4. Askthe group: What makes this situation worse?’ Show t

identify what happened to make the situation worse.

5. Askthe group’ What coudedt hasgesmaua iniosmalletgmups anddive Br e ak

themal | t he ‘ D e-buuAskiherto identiysvhich lofahese 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
listeningtothisi t mi ght be hel pful to then riecideassi t t

7. Repeat this activity with as many of the scenarios as you have time for.
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Activity5: Having a conversation (20 minutes)

1. Show the film clip Tree Argumehand askhe group:
1 What happened to escalate the situation?
1 What could the man do differently?

2. Show the film clip Tree Arguméhand ask the group:
1 What did the neighboursaldifferently?

1 What impact did this have on the situation?

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

listeningtothisi t mi ght be hel pful to then rieideassi t t he

Evaluation and clog® minutes)

1. Ask participants to identify one or two thirthey will take away frontoday and anythingsk them
if there is anything thahey might do differently in the futuras a result of taking this course.

2. Beforethe participantdeave ask each on® complete the postraining evaluation fornfpage 36
and return it to you. There is a spreadsheet on the Dfuse webditeh 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 sceimaout 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 we
pleas, Andy decidestotell b , t he driver, to move his car. Ri g
mi nute’ response only fuels Andy’'s temper and ca

really get messy...

Step 2: Show the film

You may want to show the film a few times sat farticipants can understand what is going on.

Step3’ Wat would you do?’
Ask the group these questions using whatever methocpyeler and discuss their responses. Use the

notes to help guide the discussion.

1. Who do you think was responsible fbe situation escalating?

a) Andy, the homeowne| Andy certainly handled the situation poorly. He was angry and aggress
his approach and demanded Dave move his car, rather than asking hin

nicely.

b) Dave, the driver Dave didn’t hwahilepndy vmas angry in his agprioachy Da
helped to escalate things by responding aggressively, resulting in an

uncomfortable confrontation.

¢) Both of them Andy and Dave were both responsible for the confrontation. Both failed

use any defusing $lki to calm the situation, only making things far worse
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2.1If you were the homeowner, would you go out and talk to the driver?

a)N o, he Il |I't’s not always easy t o ydoiaddressyhe
mi nut e. I't |[i ssue and sort things out at a
bother me.

b)Yes, but 1| Youare far more likely to get the outcome you want if you approach yo
calmly to move his car, | neighbour in a calm manner. Ask them nicely and explain how inconve
and at the very least, it is.

not to park there again

c)Absol utel yReacting aggressively to a park

give him a piece of my

mind.

It is likely to result in confrontation and caule neighbour to act

stubbornly and refuse to move.

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

al"d apologTry to put yourself in your nei
move the car straight | on, you could avoid confliettogether.

away.

b)l ' d say *‘ I Bysticking around, the argument is likely to escalate. Try to assess the
a minut e, ( situation—if the neighbour is already angry, refusing to move could only
But | wo ul d makething worse.

push.

c)l " d r eact | Whenangeris metwith aggression, confrontation occurs. No good car
way—h e c¢ an’ t|come from standing up to the neighbour in this situation.

what to do.
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Step 4: ' What makes this situation worse?’
Organisehe participants into smaller grousdshow the film again. Ask each grdapdentify the
behaviourghat cause the situation to escalate Di scuss each group’s though

on a flip chart.

They may notice the following behaviours..
T Ady’'s approach is aggressive from the start.
T Andy orders Dave to move his car i mmediately:
T Dave gets irritatledsanidi,h gAinvdey 'nse oa dmeirmut e .’

9 Dave stops moving boxes and stands in front of Andy, meeting leis star

T Andy accuses Dave of causing this problem refg

parked across my drive and | couldn’t get out

T Dave refuses to do what Andy want s. He’' s di s
sod ofdhgshimamd t ou

T He pushes Dave and threatens him, saying: *‘ Dc

Step5: ‘ What could have make this situation better ?
Give each ®edwpiards Ask tipegfoups to choosethat would havehelped to

resolve the situation and why. Di scuss each grou
Step6: What the expert thinks

Playto the groupthe audioclip f Df use’ s expert tAfellikténimggtmati out t hi
be helpfultat hen revi si t taldeompgaredheipdas t hought s
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Frequentlyaskedquestions

Is the driver doing anything wrong by parking in the driveway?
Yes, and this could be considered an unnecessary obstruction. If you have a duvppedeway,
then the occupier has a right of entry. Tipadice orlocal authoritydepending on who controls the

parking) could issue a ticket.

If this is an ongoing problem, what can | do?
Contact your Council or logadlice (nonurgent, 101). Consider keeping a diafyegistration

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
t han whappening? 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 | talk to them and they say no?
Have you listened to their reasoning and stated your own pointcalmlyandpoll vy ? | f t her e’ s
getting through to them, try to defuse the situation and then walk away. You can now take further

steps like callingour landlordor the localpolice to explain your situation.
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Scenario Two - The Barking Dog

Step 1: Introducehie 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 | istening to Carol’s dog Gaorikcaughgbyal | we
surpriseandst aken aback by Sally’'s aggressive accusat.

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 filanfew times so that participants can understand what is going on.

Stephadat 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.Whatwouldyouddo f your neighbour’s dog barked alll

a)l'd just try to ignore it| In an ideal world, this would be the best reaction, but sometimes
I t ' s—tleey lwhrk!g | circumstances will prevent you from letting things lie. There are also sq
occasions whereaving an issue can cause anger to build up, resulting i

more aggression at a later date.

b) I'd approach them If it is safe to approach the person, this is your best option. Approach tk
and ask if they could dg calmly, politely, ath choose your words and body language carefully. Yo

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

c)I'd bang their door No scenario will end well by adopting this approach. By starting your
down and tell them to | conversation with an angry statement or a demand, you'll instantly ang

shut it up—or | will. 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)l "' d r emai n Asdifficult as its, if you are in the wrong, it's important to apologise and

apologise. accept some responsibility.

b)l ' d ex pl ai| One of the mostimportant methods in defusing is ensuring the other
taking steps to stop it, | person feels thiethey are being listened to. Explain how you are handlin
and then tell them to the situation, then perhaps suggest meeting another time.

get out.

c)l "' d gi ve t| Reacting angrily to aggression will only result in confrontation, causing

of my mind. potential danger to both paple involved. Try to defuse the situation calm

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

anger/aggression?

a)l'd remain calm and | This is your best option. Let them vent as maglit is safe to do so. Try ng

let them speak. to react to what they are saying.

b) I'd tell them to come | You may be faced with more anger and aggression if you try to cut the
back another time, call | conversation short. Pick youroment and don't hurt them.
for help and try to close

the door.

c¢) I'd defend myself, Responding aggressively will only make things worse. You're likely to h
fight back and make yourself, and the other person. Try to defuse the situation instead.

them leave.

Step 4: 'Whatumbkes wbrse?’
Organise the participants into smaller groups and show the film again. Ask each group to identify the
behaviours that cause the situation to escal ate.

on a flip chart.

They may aticet he f ol |l owing behaviours..
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Asally says: ‘1 don’t mean to be funny, BUT. . .~
indicates frustration.
A sally is being aggressive and shouting at Carol on her own doorstep.
A carol knows the dog is a problem, she magrabarrassed that she cannot control it and feels
bad when it’s mentioned.
A Sally is frustrated, possibly tired with a young child, and is struggling to get the child to sleep.
A Sally threatens to call the Council or the RSPCA.
A Carol challenges Sallybysagi: ‘' Are you serious?’ She then in
A Sally pushes her way into the house demanding that the dog is made to be quiet
Step5:* What could have make this situation better?’
Give each ®eduwp i ards Askhegsoips tb choose fivthat would have helped to
resolve the situation and why. Di scuss each grou
Step6: What the expert thinks
Pl ay to the group the audio clip asteningfitmge' s expe

be helpful to then revisit the group’s thoughts

Frequentlyaskedquestions

What can | do about a dog that disturbs me?

If a dog that barks is a noise nuisance, it may be a matter for an Environmental HeathaOtfie
Council . Keeping a pet may also be a breach
constant nuisance, the Police may get involved, as this could be considered to be a breach of the
peace. The RSPCA would only approach thebwigiif there was an indication that the dog was

being mistreated.

What if | 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 t he dog odantthatyqu remain calm, andavoid briog e I mp
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 | just call thaolice?
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 teact 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 yo
away fom stairs or heights. If you feel the situation escalating and becoming dangerous, try to place a
barrier in front of youso stand slightly behind your door or behind a fence. More details are

provided below.

| can see an angry neighbour approachindromt door. Should | answer it?

I f you don’t feel comfortable opening the door t
response or the outcome will be negative, stay inside. Let them cool off and approach you when

t hey’ ve c¢ al me dropdmoterthrough fioaryettenbaxy If ydu 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 theif r ust rati on and where they are
into it’ or ‘do what you can’. I f they feel I i ke

their point across, they’'re more |ikely to step

Should 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 réiaed, 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 homeown
only to discover that there aretwoyouwy gi r | s, Lauren and Sarah, drin
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.

Step3’ Wat 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)l "' d | eave |Iftheteens aren't causing any harm, this is your safest option.
t hey won't

evening.

b)l "' d as k t hIfyoudo feel the need to intervene, you can ask them to leave. If they
to leave as they are on | refuse, you can then call the police. But do not harm them.

private property.

c)l ' d go o ut| Youare notgoing toetjanywhere if you confront the teens with aggress
them to f*** off Speak to them how you would wish to be spoken to, never enter the

immediately. situationwhen you areangry.
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2. How would you react if you were having a chat with a friemtbomeone started shouting abuse at

you?

a)l "' d be s c g lt'salways safer and easier to walk away if you can. Don't put yourself

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

b)I * d t e lehve t| Answering back coulddd to a confrontation. Watch your tone and your
me alone and be on my| body language, and keep your distance as you respond.

way.

c)l "' d st and | Byacting aggressively, you'd be putting yourself in danger. It will only n
and tell them where to | the situation far worse.

go—how dare they.

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

a)l ' d t ake a Thisisyour best option. By discussing the issue calmly while keeping \
and try to defuse the emotions in chek, you're more likely to get results.

situation.

b)l "d tell h Speaking to a teen like a parent will only anger her. It might make you 1
thought—i t ' s s ( better, but it will only escalate the situation.

disrespectful!

c)l "' d t r vy ert g Thisis notthe bestway to get her to listen to you, aetioher toleave. You
herands h o w h e | are not allowed to harm anyone for trespassing. Think again.

boss.

Step 4: ' What makes this situation worse?’
Organise the participants into smaller groupd ahow the film again. Ask each group to identify the
behaviours that cause the situationgtharideascal at e.
on a flip chart.
They may notice the following behaviours..
AThe girls haven’el. moved as Bill request
A Billis furious that hd i d n thtougly te them and goes back outside.
ABill’s body | anguage could be seen as aggress
A Bill appears to shout at the girls
A Lauren stands up to confront Bill.

A Lauren edges closer towards .Bill
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A Billpointshisfinggrn Lauren’s face.

Step5: ‘ What could have make this situation better?
Give each ®edwpi a gardsi Apksefgrotpsta choose fivbat would have
hel ped to resolve the situation aredommtny. Di scuss

themes.

Step 6: What the expert thinks
Play to the group the audio clip of Dfuse’s expe

be helpful to then revisit the group’s thoughts
Frequentlyaskedquestiors

What can | 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
prosecut@' 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,yain r e mo .wsing hdmeonma forte than is
reasonably necessary”. What is reasonable al ways
a trespasser or leave objects arouhdt could harm them (e.g. toxic weed killer that children could

play with etc).

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

No, only pate officers can do thi€r in some cases, private security staff or Council employees under

the Community Safety Accreditation Scheme.
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I f someone asks me to modelhavdtadoasitieytsay@ ot causing
If you are on private land arnlde 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 you
Try not to come across aggarent' 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 | just call the police?
Yes, but the pace will ask whether you have spoken to the trespassettold them that they are on
private propertyor 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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If your neighbour was playing
music too loudly, would you
ask them to turn it down?

dft

If you saw someone dropping litter in the
street, would you ask them to pick it up?

dfit

If you saw someone leave their
dog’s mess in a public park, would
you ask them to pick it up?

dfi
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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?
% jil /l |
1
dft

1 [

dfi




33

Defusing Tips for Activity 4

These tips can help avoid escalating conflictdeidsesituations that are already confrontational.
Rermember- think beforeyouactand only try to defuse a situation if it is safe to do so.

1.Don’t act on i mpul se

Going into a situation when you are visibly angry will only make matters worse. Take a deep breath,
manage your emotions and think carefullydoe 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 persormay notaccept responsibility for their actioremdtheir only goalmay be towin the

argument. Ifthisisthecade,e t he person who doeswomaterihatt t he si
Remain focused on keeping anger at bay and keep the confrontation to a minimum.

3. Think about the situation

Think beforeyouac. As k What is it Isvant t achieve™ow will my argument come across
toothers?'Wh at 's t he best wessessingthe gitdtionwdioeehand will wedprydu ?
to adopt the right approach.

4. Choose your moment

Neverapproachsme one when you’'re at boiling point. Stre
communicate and your actions may come across as aggressive. Have a word with your neighbour

when the issue first becomes a probl Enkmoreor wait
clearly.

5.Keep it friendly

Try to start a conversation with a greeting of s
your request as polite as possible and explain why it is important t&tgep.a comfortable distance

whiledoing this with normal eye contact and your hands by your side, to sigragjgogssion.

6.Don’t create unnecessary opposition

Try to understand where the other person is c¢omi
“t hank vy ou'rtone aofgdoicenirymak to gooind 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 persdoelieves you to be someoneaithority, then they are unlikely teespond

well to being told what to do. If you want someone to do somethiags k t hem, dAdso,’ t t el |
people are more |likely to do what you ask if you
oftenremovt he * why shoul d | 2?2 .
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8. Let them vent

When someone is anxious or angry, it's best to | ¢
t hat vy o u’Let¢hent getgheiepoint acgss firfl.o ncortectt hem and don’t take
saypersonally. If people feel they are beingelisd 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 defensi
annoying you,’' or, ‘1 canengpeople feelktramtttheit point s beings r e al
understood, their anger is less likely to escalate.

10.Keep them talking

Listen to the otdnmvthem tbatyoaraKkean tacnderstare theipoint of view
before explainingour own Be prepaed to hear that you have caused a probleand apologise if
you have. People like to be listened to, not forced tq tgtored or dismissed.

11.Explain your side of the story

Reason withthe other person-explain your side of the stopalmly. Breaklown what you want to
say into five stagesl) Factgindisputable and true) Opinion(what do you think is going on3)
Emotion (howdo you feelabout the situationk, 4) Importancéwhy or how is this affecting yous)
Expectation (what do you wi?)

12.Share the problem

Don't assume that the other person isn’t on your
They might be embarrassed about the fact that their actions are upsetting others. Try to find common
ground and work on a solutiongdether.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 facesaving way out

People often refuse to cooperate to avmsingface or f e el i ,srytefindadessr as s e d
offensive way out of the conflitdr all involved. Gosloo n’ t  a p.[&low apprdciationewhen

they do back dowfeven alittle) s o t hey f e e Imovingteesituationforededs good’ f or

14.Think about your safety

Isthepersonatrady angry? Joining the conflict when it
are at their highest, could put you in dangee you able to helmr is this a matter for the police?

Assess the risk before you attempt to defuse any situation.

15. Reduce any risksthen 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 possinder Common Lawou can defend yourself if
youhave a genuine and honestly held belief that the danger is happeninghabwhat youare

about todo is reasonable and necessary, #rat you can explain what you did and why.
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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

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

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

Not at all

. 2 3 4 5 6 7 8 9 10 Very likely
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?
P y y Yes C No C

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 No Sort of Ye Ve";
muci

al

7]

a. Would you recommend this workshop to others?
b. Did you learn anything new?
c. Will you use the techniques in your community?

d. Do you feel confident to use the techniques?

0 O O OO
0 O OO0
0 O OO0
) O O OO
0 O OO0

e.  After the workshop do you feel that you could reduce
the likelihood of a conflict or antisocial behaviour
situation escalating or becoming aggressive?

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

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

. 2 3 4 5 6 7 8 9 10 Very likely
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?
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