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Improved staff training to reduce violent incidents in a homeless shelter environment

Social services Workplace violence $9,305 Upgraded deescalation 
program

Denver Rescue Mission (DRM) offers a variety of services to individuals experiencing 
homelessness and families in crisis.  Maintaining a safe and secure environment for staff and 
clients is essential to fulfilling its mission. After identifying limitations in its deescalation training 
program, DRM used the $9,305 grant from Pinnacol and added their own 20% match of $2,326 to 
develop a new training protocol. The revised program resulted in a remarkable improvement in 
staff ability to deescalate conflict — both between staff and clients, and among clients. 

Limitations of previous deescalation program

Many of the individuals experiencing homelessness and families in crisis at DRM have been 
acculturated in violent living conditions. A critical component of fulfilling DRM’s mission is 
ensuring that participants receive rescue, rehabilitation and self-sufficiency services in a safe 
and secure environment. DRM’s staff are often in the position of being first responders to 
violent or potentially violent incidents while waiting for law enforcement to arrive on the scene.

Prior to applying for a safety grant, DRM piloted a customized deescalation and behavior 
management program. Supervisors and frontline staff identified many aspects of the program 
that needed improvement.   

Designing a more effective training program

DRM requested a grant from Pinnacol and used their grant funds to hire a technical writer 
and graphic designer to design and develop custom training materials, and cover printing costs 
for the manual and PowerPoint training presentation, and procure 20 copies of the book 
Life Space Crisis Intervention and Life Space Crisis Intervention Certification (Levels 1 & 3). 

The program launched in June 2018. The new, more robust training expanded from 12 to 16 
modules and equipped staff with better tools to prevent and deescalate conflict. 
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RESULTS

using new program

2 YEARS 41% REDUCTION
in conflict-related claims

66% DECREASE
in first year “highly 

destructive incidents”

42% DECREASE
in “high and sensitive incidents”

For more information on the specific risk mitigations 
described in this study, please contact 

Kevin Simonton, 303.361.4386 
06/21

DRM attributes much of these positive results to the emerging conflict resolution 
culture that the deescalation training has fostered. All of these results are far better 
than anticipated. DRM plans to continue mandatory conflict deescalation training for 
all new employees because of its effectiveness.... This training has been a godsend.

— JOHN MORARIE, VICE PRESIDENT OF OPERATIONS, DENVER RESCUE MISSION     
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