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DISCLAIMER 

This reference work is designed to be used by qualified licensed professionals and/or students under the

supervision of a qualified professional. The publisher assumes no responsibilities or liabilities from any

effects of the implementation of the information imparted here, nor from any undetected errors or reader

misunderstanding of the text. For their protection, readers are urged to practice within their scope as pre-

scribed by the regional professional governing body and/or the local institution. This work is not intended to

supersede or replace any rules, policies, or standards or practice applicable to the user.
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CARE OF THE RESIDENT WHO IS VERBALLY ABUSIVE 

PURPOSE

A
–C

PROCEDURE

1.  To resolve or limit verbal abuse.

1.  Always approach the resident calmly and unhurriedly.  

2.  Speak in a calm voice. 

3.  Explain all procedures and the reasons before performing them.

4.  Encourage the resident to perform independent ADLs if able.

5.  LISTEN attentively. Respond with comments that validate the resident’s feelings, such as, “I can see you
are upset.”

6.  Attempt to refocus the behavior to something positive when the resident is exhibiting verbally 
abusive behavior.

7.  When the resident is demonstrating an abusive outburst, calmly ask the resident to take some deep
breaths and calm down.

8.  Encourage and assist the resident to help the staff in mutual problem solving of abuse-causing stimuli.
Encourage the resident to discuss his or her interests or concerns.

9.  If appropriate, stop giving care when the resident is hostile and try again later.

10. Encourage activities of the resident’s choice and preference.
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CARE OF THE RESIDENT WHO IS VERBALLY ABUSIVE (cont.)A
–C

11. Respect the resident’s individuality by giving him or her a choice in the timing of his or her care and activities.

12. Involve the family in the resident’s care if possible or available.

13. Notify the physician if the behavior interferes with the resident’s functioning.

VERBAL ABUSE

BEHAVIOR INTERVENTIONS:

§ Always approach the resident calmly and unhurriedly.  
§ Speak in a calm voice. Explain all procedures and the reasons before performing them.
§ Encourage the resident to perform independent ADLs.
§ LISTEN attentively.
§ Attempt to refocus behavior to something positive when the resident is exhibiting verbally 

abusive behavior.
§ When the resident is demonstrating an abusive outburst, calmly ask the resident to take 

some deep breaths and calm down.
§ If appropriate, stop giving care when the resident is hostile and try later.
§ Explain to the resident why abuse is not reasonable.
§ Encourage activities of the resident’s choice and preference.
§ Encourage the resident to discuss interests or concerns.
§ Respect the resident’s individuality by giving choice in timing of care and activities.
§ Involve family in care if possible or available.
§ Monitor weights and appetite.
§ Notify the physician if the behavior interferes with the resident’s functioning.

PROCEDURE (cont.)
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