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In the municipal environment, employees may sometimes find themselves in the midst of a conflict with a patron, third party or co-worker. Left unchecked, such disputes can pretty quickly become hostile, derailing employees from providing their invaluable service and stripping the environment of morale. Here we’ll look at a number of invaluable de-escalation techniques for helping calm self and other. But, we’ll also look at what’s involved in creating a municipal Code of Conduct to help establish the appropriate expectable behaviors for residents/others when in a municipal environment, as a means of preempting conflict and helping ensure safety and predictability for all.
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