
                

Anyone who requires translation services, an auxiliary aid, or other service for effective communication or a modification 
of policies or procedures to participate in a City program, service, or activity, should contact the City Manager’s Office at 
(319) 286-5080 or email a.wing@cedar-rapids.org as soon as possible but no later than 48 hours before the event. 
 
 

Citizen Review Board 
Police Department  |  505 First Street SW 

November 11, 2021 
 

The Citizen Review Board will hold an in-person training on November 11, 2021 from 5:00-8:00 p.m.  
 
Purpose of the Citizen Review Board: 

The purpose of the Citizen Review Board is to ensure fair and professional law enforcement that is constitutional, 

effective, and responsive to the standards, values, and needs of those to be served.   

AGENDA 

1. Call to order 
 

2. Training 

CRPD Training                   

3. Announcements 
 

4. Adjournment 

a. Next meeting date 

b. Future agenda items  

 



Verbal De-Escalation 
and

Tactical Communication



Reality-based Training 
Language Advisory



Reality-based Training 
Language Advisory

The language utilized within practical exercise scenarios/class videos 
is reality based and intended to improve the participants’ stress 
inoculation when confronting verbal abuse in the police field.

All efforts have been taken to prevent the reality-based language 
from being perceived as personally offensive. 



Public Confidence and Use of force

•Does the Public trust Police?

•What factors influence the public’s trust?

•How do we avoid or mitigate some of 
these factors?





What about other government institutions? 

The next graph  reveals the levels of public confidence 
in the police alongside the levels of public confidence 

in Congress, the President, and the Supreme Court. 





Undoubtedly the law enforcement profession should 
continue to work hard to improve the public image of the 

police. 

Nevertheless, compared to other government 
institutions at the local and national level, it appears that 

the law enforcement profession is doing pretty well in 
terms of public confidence. 



Our final graph compares the Gallup Poll data on 
public confidence in the police, with Gallup Poll data 
on public confidence in the television news media. 





In 1990 and 1991, law enforcement and the television 
news media had similar levels of public confidence –

between 55% and 60%. 

After that, public confidence in the television news 
media took a major nosedive, dropping far below 

public confidence in the police 



“Law enforcement officers are members of one of the most 
trusted institutions in our country—more than our news 
media, our public schools or our elected political bodies.”

“That confidence is something to be protected through the 
professional execution of duties as officers.”

-Dr. Richard Johnson Dolan Consulting Group













Main Components of De-Escalation

• Establish Contact with the person you are helping

• Build Rapport

• Establish Influence

• Obtain a positive outcome

De-escalation requires 2 people to be able to 
communicate AND comprehend





•De-Escalation refers to a range of 
integrated strategies and tactics used by 
officers to lower the intensity of 
potentially volatile situations with aim 
to reduce the necessity or level of force 
required for successful resolution wile 
ensuring officer and public safety.







Goals of Realistic De-Escalation

To accomplish the foregoing 

while exercising sound officer 

safety principles. Employing de-

escalation skills MUST NOT result 
in abandoning proper tactics! 





Are Police Officers 
Guardians or 
Warriors?

Can we be both?



Guardian of the Peace

According to Merriam-Webster’s dictionary, a guardian is defined as a 
keeper, defender, or protector. 

Some see the guardian role as weak.  Others see guardian role 
as independent of warrior mindset or ability.

In Ireland, the police are called “An Garda Síochána,” which is Gaelic for 
“Guardians of the Peace.”



Guardian of the Peace
• We are guardians which creates and maintains peace.  In order to 

restore peace our first tool is our professional presence.  When meet 
resistance use verbal skills of persuasion and then employ physical 
skills and mindset of a warrior.  It is not always a linear progression.

• Warrior and guardian models are intertwined in order to maintain or 
restore peace.  



Hypervigilance
The condition of maintaining an abnormal 
awareness of environmental stimuli 

-Merriam-Webster Dictionaries



Confronting Hypervigilance
state of increased alertness. 

you're extremely sensitive to your surroundings. 

alert to any hidden dangers, whether from other people or the environment. 

Often, though, these dangers are not real.



Hypervigilance & 5 Alertness Zones
When we encounter stress we have 3 responses fight/flight/freeze

White – Relaxed  Completely Unaware

Yellow – Relaxed but aware.  Acceptable level in public

Orange – Potential threat identified.  Verify and avoid if necessary

Red – Threat verified and execute necessary response

Black – All cognition and thinking ceases.  No decision making/reasoning.  
Result is we freeze.



“Hypervigilance”

State of being in which a person is 
always actively on guard. 

“This can be particularly exhausting 
and significantly impact a person's life, 
both personally and professionally.”

Source: https://www.betterhelp.com/advice/ptsd/coping-with-being-hypervigilant/









Verbal communication is cognitively demanding, 
requiring attentional and processing resources that, 
during a critical incident, would be also in use by 
visual scanning and working memory as the officer 
assessed the scene. 

(Lupien et al., 
1999; Newcomer et al., 1999; Oei et al., 
2006; Sandi, 2013).

https://www.frontiersin.org/articles/10.3389/fpsyg.2019.00759/full#ref35
https://www.frontiersin.org/articles/10.3389/fpsyg.2019.00759/full#ref44
https://www.frontiersin.org/articles/10.3389/fpsyg.2019.00759/full#ref50
https://www.frontiersin.org/articles/10.3389/fpsyg.2019.00759/full#ref58


























Awareness of our language
(tone and words used)



Awareness of our persona
(behavior and non-verbals)



Emotional IQ

•The demonstration of competencies 
that constitute self-awareness, self-
management, social awareness, and 
social skills at appropriate times and in 
ways of sufficient frequency to be 
effective in the situation  (Goleman, 1995, 1998)



UNPRODUCTIVE CORE EMOTIONAL PRODUCTIVE
STATES INTELLIGENCE SKILLS STATES

DISCONNECTED SELF-AWARENESS PRESENT

INSENSITIVE AWARENESS OF OTHERS  EMPATHETIC

UNTRUSTOWORTHY AUTHENTICITY GENUINE

LIMITED EMOTIONAL REASONING EXPANSIVE

TEMPERMENTAL SELF-MANAGEMENT RESILIENT

INDIFFERENT POSITIVE INFLUENCE          EMPOWERING



Self-Awareness:

Being aware of the way you feel and the impact your feelings can have on decisions, 
behavior, and performance

Awareness of Others:
Perceiving, understanding, and acknowledging the way others feel

Authenticity:

Effectively expressing oneself

Emotional Reasoning:

Using the information in feelings (from oneself and others when making decisions

Self-Management:
Managing one’s own mood, emotions, and behavior

Positive Influence:
Positively influencing the way others feel through problem-solving and supporting others



Research suggests if officers can use 
the productive states, they are more 
likely to be effective in areas such as 
tolerating stress, communicating 
with others, and resolving conflicts.



•Understand your personal 
vulnerabilities and triggers



•Thinking patterns can drive negative 
emotion

•Emotion controls the majority of behavior

•How important is understanding triggers 
and subsequent emotions?

•Can we remain professional behavior 
and persona while emotional



Compassion and Anger
Meeting someone’s anger with an attitude of 
compassion

These two emotions are conflicting and can not 
happen simultaneously

What is it like to be him right now?



OFFICER & CITIZEN 
SAFETY FIRST



Officer
& 

Citizen 
Safety FIRST!

Whenever your SAFETY, or the safety 
of another person is compromised, 

you need to take action which include 
disengaging, calling for assistance, or, 

when appropriate, engaging, i.e. 
escalating.



There is a time to TALK and then there is a time 
to “ACT” or “Disengage”

Surviving Verbal Conflict is in the lowest steps on the use of force 
options (presence and verbal).

SVC is NOT a replacement for physical action – including 
withdrawal – when faced with potential violent resistance. 



Presence

Verbal Direction/Control

NOT the Focus of this Presentation

Physical Control

Aerosol/ Chemical Agent

Electronic Control Device 

Intermediate Weapons

Canine

Deadly Force

Subject Control Options DISCUSSED During This Presentation





When should 
it be used?



When should 
it be used?



When should 
it be used?



When should 
it be used?



When should 
it be used?

Not Here



There’s a Time to “TALK” and there’s a Time to “ACT”
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There’s a Time to “TALK” and there’s a Time to “ACT”



There’s a Time to “TALK” and there’s a Time to “ACT”



There’s a Time to “TALK” and there’s a Time to “ACT”



There’s a Time to “TALK” and there’s a Time to “ACT”



There’s a Time to “TALK” and there’s a Time to “ACT”



Officer Tyler J. Stewart

Flagstaff Police Department, AZ
EOW 12/27/14









There is a time to “TALK” and then there is a time 
to “ACT” or “DISENGAGE”

De-Escalation is in the lowest 
steps on the use of force 
options (presence and verbal).

It is NOT a replacement for 
physical action – including 
withdrawal – when faced with 
potential violent resistance. 







The Outcome (+ or -)

•IS NOT

•The Test for Quality of Decision Making



Rewarding Reckless / 
Dangerous Tactics







"Between the stimulus and the 
response there is space, and in this 

space, lies our power and 
freedom.”

“Forces beyond your control can 
take away everything you possess 
except one thing, your freedom to 

choose how you will respond to 
the situation.”

Viktor E. Frankl- Austrian neurologist 
and psychiatrist as well as a Holocaust 
survivor. Author; Man’s Search for 
Meaning







































Don’t Create Jeopardy

A situation where a public safety 
professional departs from sound tactics or 

policies and his/her behavior 
unnecessarily places him/her (and/or 

others) at greater risk of harm because of 
those actions. 





“The 
language of 
the Street 
Fallacy”

Some argue that using profanity 
and abrasive language is a way to 
establish authority when dealing 
with non-compliant individuals.



“The language of the 
Street Fallacy”

The use of profanity and abrasive 
language attempting to demonstrate 
authority so that you can gain 
compliance

just doesn’t work!





“Stop smiling you in the back.” (5 times)



“You too!” “What did I do? ”



”I don’t know, I just don’t like you.”



“Asshole, say something else and I will drag you out of the car.”



“The 
language of 
the Street 
Fallacy”

There are countless examples of 
controversial and even career-
ending encounters caught on tape 
that turn not solely on legitimate 
actions but on a police officer’s 
words—leading up to, during, and 
following an encounter. 











“The language of the Street 
Fallacy”

"Get on the sidewalk, god damn it. 
Get the _____ out of here." He then 
tells a person recording the scene to 

"Get it all on tape. Make sure you get 
it all, asshole." 



“The language of the Street Fallacy” 
Second Incident Same Event











“Swearing doesn’t make your argument valid; 
it just tells the other person you have lost 

your class and control.”
- Shannon L. Alder



Recognize the Indicators that Verbal Conflict 
is About to Lead to a 

Career- Altering Consequence 

“Self-Referential Language” (Resume’ recital) 

Facial expressions/body language.

“I don’t get paid to take this……………!”

“I don’t have time for this…………………!”

“You talkin’ to me …………………………….?”



Recognize the Indicators that Verbal Conflict 
is About to Lead to a 

Career- Altering Consequence 

“………………See-Saw” (back and forth)

“Do you want to go to jail….………?”



Emotional Self-regulation and Repetitive 
Commands

Usually serve to escalate a crisis,

More likely to occur in high stress crisis situations,

May be indicators that the officer’s ‘System 2’ is 
going offline







Officers as Sources of 
‘Escalation’

In some circumstances, it is the officer’s response 
that contributes to the interaction escalating

May be intentional or unintentional



Officer bubbles video 5







Excessive use of the mouth



Make Your Audience Concept

“Audiences are made, not found”

- Aristotle



Make Your Audience Concept
“Audiences are made, not found”- Aristotle

What does that mean?

It means that how an audience behaves is heavily dependent upon the 
manner of presentation of the speaker. 

A speaker, for example, who says and does things to insult his or her 
audience can turn a passive audience into an enraged audience.

Conversely, a speaker can also oftentimes calm a group that is growing 
restless, provided the proper communication methods are used.  





Class Debrief

Discuss what went well?

__________________________________________________________
__________________________________________________________
__________________________________________________________

Discuss what could have been done and/or said by the officer(s) to help 
de-escalate the situation.

__________________________________________________________
__________________________________________________________
__________________________________________________________





The Fundamental Question the 
Veteran Always Asks Themselves

Just how important is this?

What’s the overriding government interest here?

Am I taking this too personally?

Avoiding a power struggle is the essence of 
Surviving Verbal Conflict® Training





Uniform Courage

Courageous or arrogant statements uttered 
only when an individual is wearing their 

uniform. Out of uniform and by themselves, 
the individual lacks the courage to speak 

arrogantly. The uniform, with these 
individuals, generates courage.

“Rudeness is the weak man’s imitation 
of strength.”

- Eric Hoffer





Class Debrief

Discuss what went well?
__________________________________________________________
__________________________________________________________
__________________________________________________________

Discuss what could have been done and/or said by the officer(s) to help 
de-escalate the situation.
__________________________________________________________
__________________________________________________________
__________________________________________________________





Class Debrief

Discuss what went well?
__________________________________________________________
__________________________________________________________
__________________________________________________________

Discuss what could have been done and/or said by the officer(s) to help 
de-escalate the situation.
__________________________________________________________
__________________________________________________________
__________________________________________________________



Sgt. Jim Dolan’s 
“Dust ‘em Off Rule”

Following an abrupt or negative 
interaction with a citizen, explain 
the “Commanders Intent” for 
your earlier demeanor and 
actions. 

“Pick ’em up, dust ’em off and 
send ’em back on their way”







“Verbal Contact & Cover Principle”

DUTY TO INTERVENE!



We wouldn’t hesitate to intervene if someone threatens our 
partner physically

Physical Contact and Cover





Groupthink
Term coined by social psychologist Irving Janis (1972)

“No single individual feels 
responsible for what is occurring.”

"Members consider loyalty to the 
group the highest form of 
morality.”



Groupthink



Diffusion of Responsibility 

“Simply put, when a task is placed 
before a group of people, there's a 

strong tendency for each individual to 
assume someone else will take 

responsibility for it—so no one does.”

The Diffusion Of Responsibility: Why assigning responsibility to groups doesn't work Posted 
Jun 14, 2010 Psychology Today



“The Bystander Effect”

Catherine Genovese 

Catherine Genovese 



The bystander effect occurs when the presence of 
others discourages an individual from intervening in 
an emergency situation. 

Social psychologists Bibb Latané and John Darley 
popularized the concept following the infamous 
1964 Kitty Genovese murder in New York City. 

“Genovese was stabbed to death outside her 
apartment while bystanders who observed 
the crime did not step in to assist or call the police.”

The Bystander Effect

Catherine Genovese 



Groupthink on the 
Subway

An MTA worker can be seen strolling past the 
trapped woman in the clip, but the agency said 
the employee had already spoken to the woman 
and told her that workers would have the doors 
open soon. 





“The Power of One”
Darley and Latane’ Study







Class Debrief

Discuss what went well?
__________________________________________________________
__________________________________________________________
__________________________________________________________

Discuss what could have been done and/or said by the officer(s) to help 
de-escalate the situation.
__________________________________________________________
__________________________________________________________
__________________________________________________________



Alton Sterling 
Shooting Baton 
Rouge 
Louisiana



Alton Sterling Shooting Baton Rouge Call for Service



Sterling Case Sound Only







Rhetoric: 
Aristotle’s Art of Persuasion

Using Speech to Persuade



The Rhetorical Triangle:

Aristotle revealed 
three means of 

persuasion



Rhetoric: Aristotle’s Art of Persuasion: 
Using Speech to Persuade

Ethos, or one’s ethical appeal:

Refers to people being persuaded to comply because it is perceived as the ethical or 
moral thing to do.

Logos, or one’s logical appeal:

Refers to the use of logical explanation in order to change a person’s mind. Some 
people need to hear a logical reason for a request before they will comply. 

Pathos, appeals to one’s emotion/passion: 

Refers to people being persuaded by reasoning that touches their personal sentiments 
or emotions. 



Become less dependent upon 

“ATM” (Ask, Tell, Make)

and more effectively trained to use 

Persuasion (Rhetoric)



The principles underlying Chief Dolan’s 
Rhetorical Continuum come from:
Aristotle’s principles of persuasion 

Persuasion is the act of changing someone’s 
mind through reasoning. 



Chief Dolan’s 
Rhetorical 

Continuum
Origins

The Rhetorical Continuum traces its origins to the writings 
of the Greek philosopher Aristotle, from his book entitled 
Rhetoric. 

Aristotle was an early student of human nature and, 
despite the fact he wrote this book somewhere around 
the year 335 B.C., much of what he wrote about human 
communication has been borne out by social science 
today. 



Rhetorical Continuum
Overview

As the use of force continuum gives you physical force options, the Rhetorical 
Continuum gives you verbal persuasion options – ethical, logical, and emotional 
appeal – that correspond in complexity with the level of verbal resistance 
encountered.

At the low end of the continuum is the ethical appeal alone, which requires the least 
complexity of effort. In the middle is the addition of the logical appeal, and the high 
end of the continuum is the emotional appeal.

The person’s level of resistance determines the persuasion option applied by the 
officer.





ETHOS:
Credibility 

(Ethical Appeal)

Speaker’s authority, credibility, respect, fairness, 
and believability.

Look, talk and act the part!

“Meet & Greet” when your safety is not 
threatened



LOGOS:
Credibility 

(Logical Appeal)

Persuading by the use of reasoning, facts used to 
support a position.

Explain the logical reasons for your actions: 
(Demonstrate “Commanders Intent”: explaining the logical 

reason for your action, practice, policy or procedure)



“Make your audience”
Klamath Falls Police Open Carry MP5 and Handgun



“Never argue with a fool. Onlookers 
may not be able to tell the difference”

- Mark Twain





Django Unchained Actress Detained: 
Civil Rights Activists Demand Apology



Explain the positive options (alternatives) available to them in 
contrast to the negative options (consequences) which will result 

due to continued non-compliance. 





Between 3% to 5% of 
people fail to comply with 

lawful requests

After providing positive options 
contrasted to negative 

consequences, and having  
confirmed the person’s decision not 
to comply with your lawful request:

To comply or not 
comply:

The citizen’s choice!

Act, disengage, and/or get 
additional assistance



“All People by their 
nature desire to know”

- Aristotle



The Significance of Answering the 
Question “Why?”

“Don’t act as if the question ‘Why?’ was a 
form of disrespect, respond as it it’s your 

obligation to explain ‘Why’, and when 
necessary go ahead and explain your 

rationale.  You may be surprised by the 
response you receive.” 

– Chief Harry P. Dolan, (Ret.)



The genius of this nation is not in the 
least to be compared with that of the 

Prussians, Austrians, or French. You say 
to your [European] soldier, “Do this,” and 
he doeth it, but I am obliged to say, “This 
is the reason why you ought to do that,” 

and he does it.’”
- Friedrich “Baron” Von Steuben



Dr. George Thompson’s 
5 Universal Truths

All people want to be treated with DIGNITY and RESPECT

All people want to be ASKED rather than TOLD to do 
something

All people want to be told WHY they are being asked to 
something

All people want to be given OPTIONS rather than THREATS

All people want a SECOND CHANCE







Appearance
and

Demeanor Matter



Does what you wear at work 
matter?

Makes a statement

A mental shortcut statement

We all “Judge a book by  its cover” 

We all like to be right 

Nano second statement



Appearance 
Matters:

Appears to the citizen 
you are keeping each 

other company rather 
than working a post 



Appearance 
Matters:

Appears to the 
citizen you are 

working the post 



The Body Has 
a Very Difficult 

Time Lying”

If there is a conflict between 
what a person is saying, and 
their body language be 
prepared to believe the:

BODY! 



Psychological Research Reveals Top 7 Human Behaviors 
Most Associated with Impending Physical Violence

1. Assumes a boxer’s stance

2. Invades personal space

3. Clenches his hands

4. Makes verbal threats

5. Looks around the area (for witnesses or your backup)

6. Performs head / neck roll stretches

7. Tenses jaw muscles



1. Assuming a fighter’s stance 
2. Invading personal space 
3. Placing one’s hands in 

one’s pockets 
4. Clenching / balling hands 

into fists 
5. Making verbal threats 

6. Looking around the area
7. Head rolls / neck stretches 
8. Tense jaw muscles 
9. Pacing back and forth 
10.Sweating profusely
11.Stretches arms / shoulders

These 11 behaviors are the behaviors the majority of the 
officers identified as predictive of an attack: 



Officer on 
Executive 

Protection Detail 
Approaching 

Protestors

Clenches his hands

Tense jaw muscles

Stretches shoulders





Non-Verbal 
Robbery: 

Who has the 
gun?







“The Manipulator”

If there is a conflict 
between what a person is 
saying, and their body 
language be prepared to 
believe the:

BODY!







Strategic Decision Making
• Authorities?
• Exigency?
• Approach Style?
• Mission?
• Information vs Intelligence?
• Anticipation of Actions?
• ICEN?   Isolate, contain, evacuate, negotiate
• Resources?
• Maneuver or Disengage?



Establish Influence

• Establish influence with the person you are trying to help
• They change their behavior
• You don’t force them to change it

• Persuasion
• Works best when you can link the persuasion to the purpose of the behavior 

(what they mean not how or what they are saying)

• Tactical Adaptability



Thought-Emotion-Behavior Profile

•Contaminated vs Clear

•High vs Low

•Compliant vs Non-Compliant















Amateurs: 
React to words;

(Information)

Professionals: 
Listen for the meaning behind the emotion of the 

words and respond accordingly 
(Gather intelligence) 

Verbal Deflection



LISTEN to the 
MEANING before you 

JUDGE the 
SCREAMING



Avoid the 
natural 

tendency to 
fill people 

with 
adrenaline!



•Empathy and compassion - ability to sense 
and identify emotions to understand the 
perspective

•Listen to the person and gather intelligence. 
Then paraphrase back your understanding 
of the meaning of what they are saying, 
demonstrating that you are listening. 



“I hear what you are saying, and I got that, however…”

“I understand that you are angry, and I might be too under 
the same circumstances, however…”

“I hear that, and I’m listening, however…”

“I can see you are upset, and that’s unfortunate, however…”

“It seems that way, and I agree it’s difficult, however…”

Combination Phrases Work Best



“What can I do to Help…?”

“For Your Safety and Mine...”

“Would You Assist Me…?”

“Can You Work with Me…?”

Phrases To Consider Using





Speed of Assault / Edged Weapons









Baltimore 9-23-15











Mental Illness

•“Authorities kill mentally ill man carrying 
knives in North Tulsa”

•“Mentally ill man fatally injured by police”
•“California police shoot and kill unarmed, 
mentally ill black man” 

•“3 officers, 1 deputy injured in altercation 
with man believed to be mentally ill” 





Society has a “Dualistic” view of Police-Citizen interaction

Person 
WITHOUT 

Mental 
Illness

Person 
WITH 

Mental 
Illness







To influence 
change we 
must be able 
to make 
contact. 

Without 
contact we 
can’t 
communicate



Conflict and Crisis

Conflict – The perceived blocking of important goals, needs, or 
interests of one person or group by another person or group

Crisis – A situation that a person perceives as presenting 
unsurmountable obstacles to achieving desired goals or 
outcomes

Characterized by high emotion, low rationality, inability to 
cope  with a problem perceived to be a serious threat



Communication happens on 2 Levels 
Content
Emotion

• Levels and type of communication vary depending on degree of 
conflict or crisis that the person is experiencing

• Many contacts will involve a crisis situation









Suicide by Cop
Why?

•Police are armed

•Easily accessed and must respond

•Trained to react decisively with accurate and 
deadly force



Suicide by Cop Indicators

• Subject often initiates police response through behavior or calling 
• Claims to have committed or about to commit a violent injurious act
• Claims to possess a weapon
• Stages scene to enable and entice officer approach
• If given opportunity launches a blitz attack to force a response
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