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Course Introduction / Overview:

In today's fast-paced environment, frontline professionals are increasingly the first point of contact during a crisis, making

their response critical to organizational reputation and public safety. This course is meticulously designed to transform

frontline staff from passive responders into proactive crisis managers. It moves beyond theoretical knowledge to instill

practical, on-the-spot decision-making skills essential for managing high-stress situations effectively. Drawing upon the

principles outlined by experts like Dr. Norman Augustine in works such as "Managing the Crisis You Tried to Prevent," we

focus on the immediate, tactical actions that de-escalate conflict, ensure safety, and maintain operational continuity.

Participants will learn to navigate the complexities of crisis communication, apply psychological first aid, and execute

emergency response protocols with confidence. BIG BEN Training Center has developed this program to empower your

most visible employees, equipping them with the tools to handle everything from difficult customers to major security

incidents, thereby protecting both people and the brand. This training is an investment in resilience, competence, and the

overall stability of your organization, ensuring your team is prepared for any eventuality.

Target Audience / This training course is suitable for:

Customer Service Representatives.

Front Desk Staff and Receptionists.

Security Personnel and Loss Prevention Officers.

Retail and Hospitality Associates.

Healthcare and Patient-Facing Administrative Staff.

Public Transportation Employees.

Bank Tellers and Financial Service Representatives.

Field Technicians and Service Agents.

Public-facing Government and Municipal Employees.

Event Staff and Venue Coordinators.



Target Sectors and Industries:

Retail and Consumer Goods.

Hospitality, Tourism, and Food Service.

Healthcare and Social Assistance.

Banking and Financial Services.

Public Transportation and Logistics.

Telecommunications and Utilities.

Real Estate and Property Management.

Education and Academic Institutions.

Government agencies, public services, and non-profit organizations.

Entertainment and Event Management.

Target Organizations Departments:

Customer Service and Client Relations.

Operations and Front-of-House Management.

Security and Safety Departments.

Human Resources and Employee Relations.

Facilities Management.

Public Relations and Corporate Communications.

Guest Services.

Patient Services.

Branch Operations.



Course Offerings:

By the end of this course, the participants will have able to:

Apply proven verbal and non-verbal de-escalation techniques in tense situations.

Execute immediate response protocols for various types of workplace crises.

Communicate clearly and effectively with stakeholders during an emergency.

Conduct rapid situational assessments to make sound decisions under pressure.

Administer psychological first aid to colleagues and customers in distress.

Manage personal stress and maintain emotional resilience during critical incidents.

Document and report incidents accurately for post-crisis analysis.

Identify potential threats and contribute to proactive risk mitigation.

Collaborate effectively with team members and emergency services during a response.

Uphold organizational values and service standards even in a crisis.

Course Methodology:

This training course delivered by BIG BEN Training Center adopts a highly interactive and experiential learning approach,

recognizing that crisis management skills are built through practice, not just theory. Our methodology centers on

dynamic, hands-on learning experiences that bridge the gap between knowledge and real-world application. The program

heavily features realistic role-playing scenarios and immersive simulations that challenge participants to apply de-

escalation, communication, and decision-making techniques in a controlled, safe environment. These activities are

complemented by detailed case study analyses of real-world incidents, allowing for in-depth discussion and learning from

both successes and failures. Facilitated group discussions and collaborative problem-solving exercises encourage peer-to-

peer learning and the sharing of diverse perspectives. Expert trainers provide continuous, constructive feedback

throughout the sessions, ensuring each participant can refine their skills. The focus is on building muscle memory for

effective crisis response, empowering frontline staff with the confidence and competence to act decisively and

appropriately when it matters most.



Course Agenda (Course Units):

Unit One: Foundations of Frontline Crisis Management

Introduction to Crisis Management Concepts.

Defining a Crisis from a Frontline Perspective.

The Critical Role and Responsibilities of Frontline Staff.

Understanding the Lifecycle of a Crisis.

Identifying Potential Workplace Crises and Threats.

Legal and Ethical Considerations for Frontline Responders.

Establishing a Proactive and Prepared Mindset.

Unit Two: Crisis Communication and De-escalation Techniques

The Principles of Effective Crisis Communication.

Active Listening and Empathetic Engagement under Pressure.

Verbal De-escalation Strategies for Aggressive Behavior.

Non-Verbal Communication and Body Language Cues.

Managing Difficult Conversations with Distressed Individuals.

Communicating with a Crowd and a Group.

Using Clear and Simple Language in Emergencies.

Unit Three: Immediate Response and Tactical Decision-Making

Developing Situational Awareness and Threat Recognition.

The OODA Loop (Observe, Orient, Decide, Act) for Rapid Decision-Making.

Implementing Immediate Action and Emergency Protocols.

Managing Panic and Maintaining Composure.

Basic Risk Assessment on the Scene.

Coordinating with Team Members and Security Personnel.

When and How to Escalate a Situation to Management or Emergency Services.



Unit Four: Psychological First Aid and Personal Resilience

Understanding the Psychological Impact of a Crisis.

Recognizing Signs of Acute Stress in Self and Others.

Core Principles of Psychological First Aid (PFA).

Providing Immediate Support to Distressed Colleagues and Customers.

Techniques for Managing Personal Stress and Anxiety During an Incident.

Building Long-Term Emotional Resilience.

Coping Strategies for Post-Incident Stress.

Unit Five: Post-Incident Procedures and Continuous Improvement

The Importance of Accurate Incident Reporting and Documentation.

Participating in Post-Incident Debriefings and Hot Washes.

Contributing to Lessons Learned and Process Improvement.

Understanding the Role of Frontline Staff in Business Continuity.

Maintaining Professionalism and Confidentiality After an Event.

Personal Action Planning for Continued Skill Development.

Final Course Review and Comprehensive Simulation Exercise.

FAQ:

Qualifications required for registering to this course?

There are no requirements.

How long is each daily session, and what is the total number of training

hours for the course?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

Something to think about:

In a crisis where official protocols conflict with your immediate ethical judgment, how do you balance compliance with

compassionate action?



What unique qualities does this course offer compared to

other courses?

This course distinguishes itself by focusing exclusively on the unique and critical role of frontline professionals, a

perspective often marginalized in high-level strategic crisis management programs. While other courses may focus on

corporate communication or executive decision-making, our curriculum is built from the ground up for those who are the

first point of contact. We prioritize experiential learning over passive lectures, immersing participants in high-fidelity

simulations and role-playing exercises that mirror the real-world pressures they face. This practical emphasis ensures that

skills are not just learned but are ingrained as instinctual responses. Furthermore, the program integrates psychological

resilience and mental health first aid as core competencies, recognizing that the emotional well-being of staff is

paramount to their effectiveness during and after a crisis. We don't just teach what to do; we equip participants with the

cognitive and emotional tools to manage their own stress, enabling them to think clearly and act compassionately under

extreme pressure. The result is a more confident, capable, and resilient frontline team prepared to be a true asset in any

critical incident.


