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10 Tips for Crisis Prevention
A crisis can be defined as a moment 
in time when an individual loses 
rational, and at times even physical, 
control over his or her own behaviour. 
This can be very challenging 
and anxiety producing for those 
responsible for intervening. Due to 
the chaotic, unpredictable nature of 
a crisis, it is vital that staff stay calm 
and proceed with a plan. These crisis 
moments do not sprout into being 
without roots; there are almost always 
warning signs that let you know an 
individual’s behavior is escalating.

By following the tips listed here, you 
can often intervene before the crisis 
becomes dangerous:

1. Be empathic.

Try not to judge or discount the 
feelings of others. Whether or not you 
think their feelings are justified, those 
feelings are real to the other person. 
Pay attention to them.

2. Clarify messages.

Listen for the person’s real message. 
What are the feelings behind the 
facts? Ask reflective questions and 
use both silence and restatements.

3. Respect personal space.

Stand at least 1.5 to 3 feet from 
an acting-out person. Invading 
personal space tends to increase the 
individual’s anxiety and may lead to 
acting-out behavior.

4. Be aware of your body position.

Standing eye-to-eye and toe-to-toe 
with a person in your charge sends a 
challenging message. Standing one 
leg-length away and at an angle off 
to the side is less likely to escalate the 
individual.

5. Ignore challenging questions.

When a person in your charge 
challenges your authority or a facility 
policy, redirect the individual’s 
attention to the issue at hand. 
Answering challenging questions 
often results in a power struggle.

6. Permit verbal venting when 
possible.

Allow the individual to release as 
much energy as possible by venting 
verbally. If you cannot allow this, 
state directives and reasonable limits 
during lulls in the venting process.

7. Set and enforce reasonable 
limits.

If the person becomes belligerent, 
defensive, or disruptive, state limits 
and directives clearly and concisely. 
When setting limits, offer choices 
and consequences to the acting-out 
individual.

8. Keep your nonverbal cues non-
threatening.

The more an individual loses control, 
the less that individual listens to your 
actual words. More attention is paid 
to your nonverbal communication. 
Be aware of your gestures, facial 
expressions, movements, and tone of 
voice.

9. Avoid overreacting.

Remain calm, rational, and 
professional. Your response will 
directly affect the person’s behaviour.

10. Use physical techniques only 
as a last resort.

Use the least restrictive method 
of intervention possible. Physical 
techniques should be used only 
when individuals are a danger 

to themselves or others. Physical 
interventions should be used only by 
competent/trained staff. Any physical 
intervention may be dangerous.
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For more information, visit 
crisisprevention.com or  

call 1-800-558-8976.

SHRA Non-profits and  
Co-operatives
Have you sent your Housing 
Administrator your certificate of 
insurance listing Niagara Regional 
Housing as an additional insured in 
accordance with NRH Notice 10-09?    
If not, please do so by the end of July 
2011 to ensure our records are current.

Niagara Regional  
Housing 2011 Board 
of Directors Meeting 

Schedule 
All regular meetings held  
on Fridays 9 a.m. – 12 p.m.  

unless otherwise stated 
January 28 

February 25 
March 25 
April 29 
May 27 
June 24 

July - No meeting Scheduled 
August 26 

September 30 
October 28 

November 22 (Tentative date for 
Annual General Meeting) 

November 25

*Meetings subject to change.   
See www.nrh.ca for most  

current schedule
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Emergency Plan Graffiti/
TaggingHave you put together your 

emergency kit?  Could you grab it 
quickly?  Do you know who to call 
and what to do?  If not, now is the 
time to review your plan.  

An Emergency Plan  
includes:
•	A description of the building and 

systems

•	 Emergency maintenance 
procedures (what and where to  
shut off)

•	 Emergency kit

•	A response team and each of their 
responsibilities (don’t wait until you 
are tripping over each other or the 
President is looking for the gas shut 
off while the maintenance person is 
speaking with the media!)

•	Communication plan & notification 
of NRH 

•	 Training plan – ongoing drills and 
training 

Your kit might contain:
•	 Vice grip pliers

•	Adjustable wrench

•	 Screw driver set

•	 Electrical tape/duct tape

•	 Flashlights and batteries

•	Crank/battery radio

•	 Extension cord

•	Caution tape

•	Work gloves

•	 First aid kit

•	M95 masks

•	Utility knife/scissors

•	 Your Emergency Plan 

Think about your building, your tenant/members  
and what you might need in an emergency.   

Be prepared and be safe!

 
Graffiti can become an eye sore and 
very expensive for municipalities 
and Housing Providers.  Throughout 
Canada and the U.S. many techniques 
have been tried but the greatest 
success has been achieved by 
removing the graffiti quickly (within 
a day or so) and by using graffiti 
retardant products to make cleaning 
easier.  

For information on graffiti-removal 
products, check with ONPHA and 
CHF.  Locally, Niagara Protective 
Coatings should have a graffiti 
retardant product to fit your needs 
(possibly 2K ACRYLIC URETHANE WB) 
and Colour Your World has Graffiti 
Buster and Rain Guard Sealant.  

Keep your buildings beautiful with a 
plan to deal quickly with any graffiti 
or tagging.  If you have found a 
product or technique that works well 
for you, please let NRH know so we 
can share it with other providers.  



Information for You, Your Tenants and Members

Dental Care
The Niagara College Dental Health Clinic 
Provides dental health services to students and the 
community – visit  www.NiagaraCollege.ca/dental.

Tenants and Members May 
Qualify for Bursary Programs
Niagara Region Bursary Program
Up to $500 for eligible students entering college or 
university and up to $250 for students beginning a 
short term upgrading, apprenticeship or skills training 
program. Go to www.niagararegion.ca/government/
awards-bursaries/student-bursaries/default.aspx or 
call Gail at 905-984-6900.  Please note that tenants and 
members will need verification of tenancy in housing 
provider communities.  

Funding for Recreational and 
Cultural programs
ProKids can assist in covering the cost of recreational/
cultural programs for children between the ages of 0 
and 18.  You must be:

• Receiving social assistance, or 

• 	Eligible for subsidized child care, or 

• Have taxable income below $40,000 (per year), or 

• A tenant of Niagara Regional Housing

For eligibility or general information call 905-984-3750 
or 1-800-263-7215 ext. 3897 or apply on-line at  
www.niagararegion.ca/living/childcare/financial-
assistance/recreation-culture-programs.aspx.

Healthy Smiles Ontario

A no-cost dental program for  
eligible kids 17 and under – visit  
www.Ontario.ca/healthysmiles  
or call 1-866-532-3161 or Public  
Health 905-688-3762.

Affordable Computers for  
Eligible Low-Income  
Households
RCT Renewed Computer Technology – For only $50 eligible 
low-income applicants receive a desktop computer.  
Apply on-line atwww.rcto.ca or contact 289-480-1100. 

Information Niagara gives residents the 
contact information for all community 
and social service agencies. It is your 
one-stop shop for up-to-date community 
information and volunteer opportunities in 
the Niagara region.  

Just Dial 

211
Information Niagara

To use this free service, just dial 2-1-1 or visit the website 
at www.informationniagara.com. www.nrh.ca


