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Winter Slip Prevention 
As you race through the door seconds 

before the shift begins, your foot slips in 

the puddle of slush melting inside the 

entrance. Flat on your back, you wonder 

how this happened. A small patch of ice 

on the stairs, a puddle on the floor, or 

snow on the sidewalk can put you down. 

Use extra caution to keep on your feet 

this winter.Don't hurry when conditions 

are likely to be slippery. Give yourself 

plenty of time to get to your destination. 

 •  Wear slip-resistant footwear, ap-

propriate for the weather. Leather- 

soled shoes for men and high-heeled 

shoes for women are especially haz-

ardous in winter. 

 •  Practice good housekeeping hab-

its. Clean up small spills immediate-

ly. Mark bigger ones with a warning 

sign while you advise the mainte-

nance department of the problem. 

 •  Keep skid-resistant door mats 

near entrances to dry your footwear. 

Check the bottom of your feet every 

time you enter a building, and clean 

off the accumulated ice and snow. 

 •  Anticipate hazards as you are 

walking. When you come to a corner, 

slow down. If you think a surface 

might be slippery, take short sure 

steps instead of longer strides. 

 •  Make sure you can see over 

the top of parcels you are carrying 

while you walk. Try to keep one hand 

free to use handrails on stairways. 

 •  When getting in and out of 

vehicles, always keep at least one 

hand on the handle or grab bar so 

you can catch yourself if you start to 

slip. 

 •  Try to avoid climbing ladders 

in cold weather. The rungs could be 

covered with clear ice. If you must 

climb a ladder, examine it carefully 

and proceed with caution. 

 •  Keep pathways at work and home 

clear of snow and ice. If possible, 

turn on extra lights at night to illumi-

nate the area. 

 •  Pay particular attention when you 

are walking after dark. Remember 

that drivers will have a difficult time 

seeing you, so be sure to wear light 

colored clothing and watch out for 

vehicles. 

 

Sometimes, even though you have tried 

to be careful, you will fall. Don't move 

until you are certain you haven't broken 

any bones. 



The Essential Guide to  
Defense Mechanisms 

Susan Krauss Whitbourne Ph.D. 

DEFENSE MECHANISMS 
 

Defense mechanisms are cover-ups. They hide or conceal 

something by putting it out of sight. Among these are what 

have come to be called psychological defenses; defenses that 

protect us from shame, guilt, anxiety and loss of self-esteem. 

They have to do directly with safeguarding our self-image, the 

way we see ourselves and to keep injury away from our self-

image. To avoid feelings like rejection we use defenses by put-

ting up a phony front. Eventually we begin to believe this phony 

front; therefore putting us out of touch with self-reality. 

 

Chemically dependent and alcoholic persons develop rigid de-

fense system. We use the defenses in this system to hide from 

ourselves and others. Our relationship with chemicals and the 

destructive effects to ourselves and others caused by this rela-

tionship is protected as well. 

 

The following are the defenses that we use to prevent us from 

discovering others and ourselves as feeling persons: 

 

PROJECTION:  To try to make someone else take responsibility 

for our actions instead of accepting it ourselves. Projection can 

also mean thinking and/or talking about what will happen in 

the future, for example, after we leave treatment. 

 

RATIONALIZATION:  This means that we give reasons for doing 

things that are not the real reasons, but seem to make it okay. 

For example, we give every reason why we drink, why we 

smoke marijuana or pop pills except that we are chemically 

dependent. 

 

MINIMIZING: To make a problem, event or action seems small-

er or less significant than it really is. We minimize about our 

drug involvement, frequency and amount of drug use and the 

effects of our drug use. For example, “I only had a couple.” 

 

DENYING:  To refuse to believe something that is unpleasant 

about us or others that is true. 

 

INTELLECTUALIZING:  This means to put something at head 

level instead of gut level. We analyze things instead of feeling 

them. We talk about how and why we’re chemically dependent 

instead of just accepting it. 

 

COMPLYING:  To go along with the demands, wishes or expec-

tations of others to get what we want instead of working toward 

a genuine acceptance. We feel we are under pressure. 

 

AGREEING:  To go along with or state agreement with others or 

to make it appear like we are agreeing while we are really with-

holding genuine acceptance or belief that the supposition is 

correct. 

 

VERBALIZING:  Continuously and meaninglessly to fill up time 

and thereby avoid our real feelings. 

 

WITHDRAWING:  To escape into ourselves to avoid discovery of 

ourselves as feeling persons and to avoid becoming involved in 

treatment. When we withdraw, we isolate ourselves from oth-

ers and continue to be sick. 

 

ATTACKING:  To verbally or physically act in a violent manner to 

hurt others. When defend our relationship with chemicals and 

try to hang onto them by being nasty to those around us to 

make them leave us alone, it is difficult to begin to improve or 

get well. 

 

HUMOR:  To avoid our real feelings, we make a joke about how 

we really feel about our chemical dependency. We make our 

relationship with substances appear funny to others when in-

side, we really don’t feel this way. 

 

BLAMING:  To attempt to make others accept the fault of our 

chemical dependency. For example, “If you didn’t nag me all 

the time, I wouldn’t have to drink.” 

 

SWITCHING:  When we are being confronted by others, we 

change focus of the confrontation back to the person. For ex-

ample, someone tells you that you are acting “tough” and you 

tell them they are acting “tough” too. You then elaborate on 

their use of their own “tough” image; therefore you are ignoring 

the fact that they were directing it at you to begin with. 

 

THREATENING:  To verbally attack another person and inform 

them that you intend to do something to them, which wither 

will physically or mental harm them. 

 

GENERALIZING:  To defend our behavior by either being non-

specific or by applying the same behavior to a larger group to 

make it seem to be okay. 

 

SILENCE:  This means to not answer someone when they are 

talking to you; to ignore them. Instead of dealing with the con-

frontation or feeling, we refuse to participate and instead, use 

silence to get others off our backs. 

 

JUDGING:  This means to place a value on someone else’s ac-

tion. 





 What Do You Say After Hello? 
 

"The sincere and genuine demonstration 

of your interest and understanding of the 

other person's problem/point of view 

is far more important than your ability 

to provide a quick solution." 

-Gary Noesner 

 

 

 

How do you start a conversation with an armed and dangerous person who refus-

es to talk and whose only demand is that you go away? 

Gary Noesner, retired Chief Negotiator of the FBI’s Hostage Negotiation Unit and author of the best-selling “Stalling 

for Time: My Life As An FBI Hostage Negotiator”, has worked through times like this from the moment he did his 

first hostage negotiation more than 30 years ago.  

Retired from the FBI in 2003 after a 30-year career as an investigator, instructor, and negotiator, Noesner was a 

hostage negotiator for 23 years.  He spent the last 10 of those years as the Chief Negotiator for the FBI. He retired 

as the Chief of the FBI's Crisis Negotiation Unit, Critical Incident Response Group, the first person to ever hold that 

position. He also created the FBI’s Behavioral Change Stairway, taught in all FBI classes. 

Noesner knows the elements of crisis negotiation from beginning to end. For this reason, he seemed the perfect 

person to answer the question posed in this article: 

 

What do you say after you say hello? 
 

Perhaps the most important thing to know when you arrive at the scene of a barricaded subject, says Noesner, is that 
the person in there is in a crisis state of mind, and therefore probably not thinking clearly and not able to make good 
decisions. I would reach out to them. I would say “Mr. Smith I’m Gary, I’m a negotiator with the police department, 

and I want to help you get out of this.” Addressing him as “Mr.” is a sign of respect, and one that I hope will help build 
the relationship.  

 
The first thing you do is concentrate on him, to let him know you care and don’t want him hurt. I would ask him what 
happened today and how he is feeling about what happened. Rather than focusing your efforts on what you want him 
to do, you should be concentrating on how he is feeling about what is happening. You want to show him that you care, 

you want to help him and don’t want to see him hurt. 
 

 

The goal is to not to quickly solve a problem; the goal is to create a relationship of trust. You’re trying to let him 

know that you really want to understand what he’s going through and how he feels about it. On the other end, he 

will be trying to determine if you are someone he can trust to help him. So your tone of voice should be calm and 

friendly; you’re letting him know that you want to be helpful; you are not condescending; you are respectful, and 

trustworthy.  



What do you say if his response is, “I’ve heard all this before 

and I know what you guys are up to. I don’t trust any of you.” 

He shouts at you to go away or he will do something drastic. 

What then? 
 

Don’t take “no” for an answer. 

Disregard his attempts to disengage himself from you. 

Say, “I can hear that you are angry (or fearful) and you don’t think I can help you, but I want to try to get you out 

of this. I’d really like to help you if you’ll let me.” Just get a foot in door; keep the discussion open. A person in 

crisis has tunnel vision – our hope is to help them widen that vision, to see alternatives. 

Because he’s thinking only with his crisis brain, he is in no way ready to talk or to problem-solve. So this is defi-

nitely not the time to jump in with your perfect solution; this is the time to go carefully into the emotions, to be 

caring and genuine. Think of it as a teeter totter: when emotions are high, rational thinking is low. At this mo-

ment, you are not there to put forth your brilliant argument but to forge a relationship. Your right to influence has 

to be earned through the negotiation process. 

 

So how do you get him unstuck; how do you move him into 

problem-solving ways of thinking? 
 

Show respect - “I” statements and “we” statements.  For instance, “I hear your frustration, Charlie. I would 

feel the same way.” “We both know that what you really want is to have your relationship the way it used 

to be.” “Charlie, you and I, we can work this out together.” We want words that show respect while lead-

ing to solving a problem together. 

Stay calm and controlled – don’t allow his anger to spill over onto you.  

Be careful in your wording - Instead of “I know how you feel,” say something like, “I can tell you’re upset; I 

haven’t been through the same things but I can imagine how it hurts.’  

Persevere - “I really want to help.” They expect the tough cop old Jack Webb voice. And instead of that they 

hear, “This is a really tough situation and I want to help.”  

If you have some common experiences, let them become part of the conversation. For instance, if he says 

the only things he enjoys in his life is his family and working on his car, there’s your opening to say, “Oh 

yeah you enjoy working on cars? I do too.” Try anything to start a neutral conversation and keep it going, 

because time is on your side. Slowly work on building trust.  

Buy time: for one thing, if he’s talking, he’s not shooting anybody. Then there’s the physical and emotional 

fatigue that sets in. And finally, there’s the ambivalence. Part of him wants to kill her but part of him still 

loves her and that ambivalence gives us the opportunity to intervene. Time is one of the most important 

tools a negotiator has.  

Don’t argue and plead. Be honest and caring. 

Don’t promise what you cannot deliver, and always remember he probably has had negative interactions with 

the criminal justice system in the past, so you have to convince him you are different, that you are relia-

ble and helpful.  



What do you say to someone who won’t talk for hours?  
 

You have what we call a one-way dialogue. 

Based on the information and circumstances you have at hand, you can begin to articulate what you think their fears are and 

address those. Instead of saying repeatedly “we need to talk,” you should go ahead and say, for example: “Mr. Smith, I know 

you must be concerned about why these police units are here outside your home. I want you to know that no one here wants to 

harm you and that it is our desire to peacefully resolve this in a manner where no one is hurt in any way. That is why we need 

to talk so we can work this out together.” 

 

What do you say to someone ready to jump off a bridge?  
 

If you’re dealing with someone who’s ready to jump, don’t try to fix their problem, no matter how urgent you may feel the situa-

tion is. 

First get in tune with what happened to them, and how it affected them. Tell them, “I can hear that your suffering is terri-

ble.” or “You don’t know where to turn; you sound really confused to me; is that right?” If he says you’re wrong, it can 

lead to further clarification and conversation and a connecting sort of humility. Don’t minimize his suffering but don’t 

let go of the hope either. Keep the conversation going. Postpone and delay.  

Don’t talk about long-term options or their future: they need to be shown there’s help right now. “I know you’re hurting and 

you want to do this to stop the pain now. But it’s a permanent solution to a temporary problem. All I’m asking is that 

you give this one more day.” 

What sorts of things might you say to an extreme narcissistic personality, sociopath, 

or, alternatively, someone who has extreme depression?  
 

The anti-social should be approached from the standpoint of articulating what is in fact in his best interest 

based on his being self-serving. The very depressed are hard to deal with in that it may take them a very 

long time to formulate a response to your questions. Extreme patience must be exercised. This is your ac-

tive listening part.  

 

The Behavioral Change Stairway was created by Gary Noesner and is used in much training. 

 

It is absolutely critical to listen and gain the subject’s trust first. Keep the Behavioral Change Stairway in mind. The guy is 

not in a problem-solving frame of mind; he is in a crisis, and if you don’t establish rapport with him, he will just think 

you are one more person against him. The way you get cooperation, the last step on the Behavioral Change Stairway, 

is to use the influence that you have earned, through the relationship-building that you have been doing since your 

very first words. 

 

Perhaps the answer to “What do you say?” is really “What do I hear after I say hello?” Active listening is the signal that some-

one cares. And it’s not just for sociopaths or suicidal persons or depressed people who have suddenly hit the wall.  

“All of life,” says Noesner, “is a negotiation.” 



When It Goes Bad, It Goes Bad 

Quickly 

Sunrise is about an hour away. SWAT has silently contained the target location. Their stack is at the front door, ready to execute a “no-

knock”, high risk warrant on a violent felon. Forced entry is made as the suspect is coming out of the bathroom toward the rear of the 

home. He is challenged as he retreats to a bedroom and slams the door shut. He responds to the officers’ yelling by firing three rounds 

through the closed bedroom door. In the blink of an eye, the warrant service has transitioned to a barricade. Now what? Invoke the Inci-

dent Command System and get the rest of the crisis management package there, of course. Best case scenario, your negotiators are 45 

minutes out. How much head way can be made in 45 minutes? Do SWAT operators engage the suspect in dialogue? Why not have negoti-

ators there already? 

If your agency is not doing it, deploy at least two negotiators as a part of your high-risk warrant service package. Ideally, they should be at 

the pre-raid briefing, gathering as much intelligence as possible about the target site, individual, others expected to be inside the target 

location and purpose for the warrant service. They should be in the caravan of vehicles that proceeds to the general area of the target 

location and awaits further instructions. If the execution of the warrant is compromised, they will be in close proximity to do what they do 

best, sooner rather than later. 

In the scenario above, the negotiators would telephone the suspect on the cell number provided by the case detective/agent and begin 

the process of slowing things down. They will understand what communications techniques to use with the target who is now suffering 

under the influence of a variety of emotions from anger to fear to confusion. He is a violent felon who has just shot at the police. Odds are 

he is operating at an intense emotional level in response to a highly stressful event. In other words, he is now in crisis. Crisis causes re-

stricted thinking. His emotions are high. His rational thinking is low. We cannot begin to help direct his decision-making until we deal with 

intense emotional response that has come from a compromised zero-dark thirty warrant service. A trained negotiator facilitates that. We 

can ill-afford to wait 45 minutes before engaging the target in conversation. An appropriately deployed negotiator will lower his emotions, 

returning him to the NFL (Normal Functioning Level). He or she can then begin to compare and contrast the benefits of a negotiated sur-

render with the risk of further tactical action. 

Another option available to you when attaching negotiators to your warrant service package is “surround and call”. This is where, once the 

target has been contained, the negotiators place a call to the occupants explaining the facts of life. Some say when you “surround and 

call”, you create a barricade where none existed. And? When choosing between negotiating with a resistant person and gun fighting a 

resistant person, the choice seems obvious. 

Deploying negotiators with your tactical team cuts down on the response time when time is of the essence and time is clearly of the es-

sence when a barricaded subject has fired on police. It is better to have them and not need them than to need them and not have them 

because when it goes bad, it goes bad quickly. In Part II of this article I will talk about what happens when SWAT is forced to negotiate 

through the door with the suspect. 



Let’s imagine for a moment that your team does not deploy negotiators on high-risk war-

rant service as was advocated in Part 1 of this series and the warrant service is compro-

mised at the breach. Having tactical operators versed in the basics of crisis negotiation 

can be an effective stop-gap measure until your negotiators can respond. 

Progressive tactical teams are exposing their team members to the principles of crisis negotiations to include the use of Ac-

tive Listening skills to establish rapport and diffuse high-risk situations. Some even mandate that their team members attend 

a negotiator school. I am not suggesting they receive in depth training but they should have a functional knowledge of how 

crisis and emotions impede rational thinking and what they should say to when the person on the other side of the door re-

fuses to come out. 

Here are things for an operator to keep in mind if forced to negotiate through a door with a barricaded suspect. 

1. The suspect is in a crisis state due to fear, anxiety, anger, confusion or any combination of those. Demonstrating empa-

thy by labeling those feelings is important in order to return him to a normal functioning level. Emotion labeling is simply 

beginning your statement with, “You sound…You seem…I hear… Sounds like”.[su_spacer size="15"] 

2. Give your name and use his. People are more susceptible to influence if they like you. The sooner you break down the 

wall of unfamiliarity, the sooner the suspect will begin to “like” you. I am not talking about hanging-out-with-each-other-

on-the-weekend “like” but using names will personalize you. A bond will form quicker between the suspect and “Bill” then 

it will between “Officer Smith” and the suspect. [su_spacer size="15"] 

3. Ask Open-Ended Questions (OEQs). Everything you will need to know in order to move him you can find out through ask-

ing OEQs. “What’s causing you to…..? “Help me understand….? How would you like this work out?”[su_spacer size="15"] 

4. Expect silence from the other side of the door. He undoubtedly has a lot on his mind and may be focusing on his interior 

dialogue. If the operator is certain that there is movement on the other side of the door, attempts at dialogue should con-

tinue. For example, he or she might say, “I can see why you would have a lot on your mind now. You’re probably wonder-

ing how you got into this and more importantly, how you get out. I get that. Take some time and get your thoughts togeth-

er and when you’re ready, we can talk about how we are going to get you out of there.” [su_spacer size="15"] 

5. Your delivery is more important than any single phrase you say. Keep your voice lower, slower and calmer than the sus-

pect. Use it to subtly reward or discourage depending on the circumstance.[su_spacer size="15"] 

6. The suspect is a captive audience. As such, operators can be more directed with him, forcing him to check his reality 

from time to time. It is ok let them know that, “No one out here has any intention of hurting you but you know that we 

can’t go way.” [su_spacer size="15"] 

7. Review the surrender process and re-assure the suspect.[su_spacer size="15"] 

8. Solicit a public promise from the suspect. Get the words, “I promise to…….” Research has shown that when people want 

to be viewed as consistent in word and deed. The public promise paints them into a corner to conform and honor the 

promise.[su_spacer size="15"] 

9. Never sacrifice your safety for the purpose of dialogue. Shoot or talk but don’t try to do them both at the same 

time.[su_spacer size="10"] 

Tactical operators with a basic understanding of these considerations will keep the situation from getting any worse and in 

fact, history has shown they have been able to effectively negotiate a surrender before the negotiators arrive. I am by no 

means advocating cross training of operators and negotiators to the extent that one thinks they don’t need the other. I view 

the basic exposure of tactical operators to negotiations principles as prudent as teaching them basic combat medical care. 

Operators receive basic medical training despite the fact that most teams now operate with tactical paramedics as a part of 

their teams. You hope you never have to but you’re glad you know what to do when it goes bad. 

http://blog.blackswanltd.com/the-edge/2015/08/when-it-goes-bad-it-goes-bad-quickly-part-2/ 

http://blackswanltd.com/2015/07/when-it-goes-bad-it-goes-bad-quickly-part-1/
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