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Threat and Violence Exposures in the Field

De-escalation Can Prevent Violence
Customers experiencing extended outages, service disconnections, or property damage may 
become emotional or confrontational. When approached by an upset individual, remain calm, 
speak respectfully, and avoid arguments or defensive responses. Explain what you can without 
making promises you cannot keep. Maintain a safe distance and never allow yourself to become 
trapped or surrounded. If the situation continues to escalate, disengage and leave the area safely. 
A professional response can often prevent frustration from turning into violence.

Safety Reminder: The most important part of every job is making sure everyone goes home 
safely. No power restoration, service connection, or maintenance assignment is worth a 
confrontation that could cost someone their life.




