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Crisis Prevention & Verbal De-Escalation in
Senior Living

Verbal Intervention & Crisis Response Certificate for Senior Living Team Members

A competency-based cetrtificate for every role in assisted living, memory care, and senior living communities where
escalation is part of daily work.

WORKFORCE DEVELOPMENT TRAINING | SENIOR LIVING & MEMORY CARE

1. Course Summary

Senior living and memory care communities are a growing segment of the U.S. healthcare continuum, providing
residential care, chronic disease management, and daily health support to millions of older adults. The sector is one of
the largest and fastest-growing healthcare workforces, and rising resident acuity, demographic change, and regulatory
complexity put constant pressure on employers to develop their people. Investing in this workforce is an investment in
the care that millions of families depend on.

Crisis Prevention & Verbal De-Escalation in Senior Living is a 20-hour, competency-based certificate program from An
Embrace of Learning, a workforce training provider focused on senior living, memory care, and long-term care
professionals. The program gives every team member in every department the ability to read escalation early, de-
escalate with specific language and posture, handle the conversations shaped by trauma and family dynamics,
document accurately, debrief as a team, and protect their own resilience. Behavioral incidents happen at the frontline
every day, yet formal de-escalation training for every role remains rare. The program supports Incumbent Worker
Training (IWT) goals by retaining experienced team members, upgrading their skills where incidents actually happen,
and reducing turnover in the frontline roles that carry the most emotional load, through job-specific training tied to
documented workforce performance needs.

This program is classified as non-core, incumbent worker upskilling. It is not part of routine new hire orientation,
compliance training, or required in-service education, and it is not tied to a mandatory certification. It is an investment in
skill advancement and organizational competitiveness.
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2. Target Participants: Incumbent Workers

Full-time, permanent employees at least six months into their position, in every department where behavioral escalation
is part of routine operations:

o Care Associate, CNA, or Nurse responding to behavioral escalation and memory care crises
o Dining Associate handling mealtime escalation and disruptive incidents

e Housekeeping or Maintenance team member responding to resident escalation during service
o Activities or Recreation team member managing group dynamics and individual escalation

e Front Desk or Administrative team member handling visitor and family escalation

e Supervisors and Leads coordinating response to multi-person incidents

e Licensed Nurses and Care Coordinators documenting incidents and escalation protocols



All participants are full-time, permanent employees in good standing, actively employed in a senior living, assisted
living, or memory care community.

3. Learning Objectives: Skills-Based Competency Upgrade

Trainees completing this program upgrade their skills and build verified competency in the following areas:

o Explain what drives resident behavior and decide when to call for clinical support versus step back and de-
escalate

e Spot the earliest signs of escalation and break a power struggle before it forms

o Use specific language, body posture, and sequenced techniques to de-escalate residents, family members, and
peers

¢ Recognize how trauma histories, family dynamics, and ethical pressure shape the hardest conversations, and
respond with judgment

e Close the loop with residents, families, and team members after an incident

o Document incidents accurately in factual language that holds up to state survey

o Lead or take part in a structured team debrief that supports recovery and prevents the next crisis

e Recognize compassion fatigue before it becomes burnout and build a team culture that keeps good people

e Scope, run, and present a real de-escalation improvement project in your own community
Each of these competencies maps to the daily responsibilities of team members who meet behavioral escalation, family
conflict, emotional distress, and incident response as part of caregiving, operational, and supervisory work. The course

focuses on job-specific skills tied to documented performance needs and state-recognized requirements in assisted
living, memory care, and senior living settings.

4. Course Content and Format

Training is delivered over 20 hours in a blended model: 4 hours of online instruction followed by 16 hours of customized
on-the-job training (OJT) completed at the trainee's worksite. The OJT component moves skill practice directly into the
trainee's live work environment.

The curriculum is organized across 24 modules: a short orientation, five structured phases, and a capstone project:

Phase 1: Before the Crisis: What Every Person in This Building Needs to Know

The foundational knowledge every person in a senior living community needs before a hard moment
arrives: what drives resident behavior, and when to call for clinical support versus step back and de-
escalate. Every role, from property management and front desk to dining, housekeeping, maintenance,
and care, leaves with first-response confidence.

Phase 2: Words That Work: Verbal De-Escalation for Every Situation

The practical toolkit every employee needs regardless of role: spotting the earliest signs of escalation,
breaking a power struggle before it forms, and the specific language, body posture, and sequenced
techniques that de-escalate residents, family members, and difficult moments before they become
incidents.

Phase 3: The Harder Conversations: Trauma, Family & Ethics in Senior Living

The situations that ask the most of us: moments shaped by trauma histories, family dynamics, ethical
pressure, and the emotional weight carried into every room. Self-awareness, communication judgment,
and human understanding that hold up in the hardest interactions.




Phase 4: After the Storm: Closing the Loop & Stopping It From Happening Again

What happens after the hard moment, and why it matters as much as what happened during it. Closing
the loop with residents, families, and team members, documenting accurately, debriefing with the team,
and building habits that prevent the next crisis.

Phase 5: Take Care of Yourself: Resilience, Purpose & Growing as a Professional

Support for the people doing this work: recognizing compassion fatigue before it becomes burnout,
holding on to purpose through hard days, building a team culture that retains good people, and putting
the full program into applied practice.

Capstone Project

\/ Each learner chooses a real project, finds a mentor, delivers results, and presents to the leadership
team. The capstone is completed on site during the OJT hours.

Total Hours 20 hours

Delivery Format 4 hrs online instruction + 16 hrs customized on-the-job training (OJT) at
trainee's worksite

OJT Location Completed at the employer's community, customized to the trainee's
department and role

Modules 24 modules
Certificate Certificate of completion issued upon passing a final competency assessment
Eligible Departments All Departments: Care/wellness, dining, housekeeping, maintenance, activities,

front desk, nursing, supervision

Cost $3,000 per participant | Group pricing available for cohorts of 5 or more

About Embrace Learning

An Embrace of Learning is a workforce training provider built for senior care professionals. We design and deliver
programs in supervisory practice, operations leadership, de-escalation, trauma-informed communication, disease
condition management, and clinical skills for team members and leaders in senior living, memory care, assisted living,
age-restricted housing, and skilled nursing. Every curriculum is written for the senior living workforce from the start, not
adapted from general professional development content, and grounded in what frontline workers, supervisors, and
administrators face on every shift. Programs cover every department and every role to support retention and upskilling
in senior care.

Phone: 502-208-9834 Web: embracelx.com
Email: info@anembraceoflearning.com Address: 9403 Mill Brook Road, Ste 100, Louisville, KY 40223




