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 “If we live the Gospel, we will be people of justice and our lives will
bring the good news to the poor.”  

“If we wish to serve God and love our neighbour well, we must
manifest our joy in the service we render to Him and them. Let us
open wide our hearts. It is joy which invites us. Press forward and
fear nothing." 

— St. Katharine Drexel
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Recognising complex needs & signposting to appropriate services
Dealing with challenging behaviours & de-escalating
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With input from Central and North West London NHS Trust
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Maintaining healthy boundaries & managing expectations 
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Compassion stands
at the heart of
Christian ethos and
drives our desire to
help others. 

He has told you, O mortal, what is good,
 and what does the Lord require of you
but to do justice and to love kindness
 and to walk humbly with your God?

Micah 6:8 NRSV

What do I want to get out of this training?
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As needs grow and
services shrink, churches
step into the gap -
providing presence,
hope and practical care
for those most at risk. 
How can we stay safe
whilst doing so?

The training content will focus on the key themes of:
o Staying emotionally healthy & avoiding burnout
o Maintaining healthy boundaries & managing expectations
o Recognising complex needs & signposting
o Dealing with challenging behaviours & de-escalating
o Staying safe

The case studies will deal with themes of mental health
crisis, poverty, homelessness and food insecurity. We’re
aware that these topics may be difficult for some people.
Feel free to take breaks when you need to - we have a quiet
space available from 10:30am so please ask if you need it.

There will be a large discussion component to the training.
We want this to be a safe space for you to share as you feel
comfortable. We will be using the Chatham House Rule
which states “participants are free to use the information
received, but neither the identity nor the affiliation of the
speaker(s), nor that of any other participant, may be
revealed”. Please speak to the training facilitator or a
member of staff if you have any questions.

WELCOME TO

STANDING IN

THE GAP 

What challenges are you currently seeing in your social action and ministry context? 
OPENING DISCUSSION

Standing in the

GAP
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case study 1
Themes:

Recognising complex
needs & signposting to
appropriate services
Dealing with challenging
behaviours & de-
escalating
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THE HIVE 
A foodbank supporting those facing food insecurity at
St Mary Hornsey Rise
St Mary’s works in partnership with The Hive food bank to support
people facing food insecurity in Islington. Every Wednesday evening
volunteers provide guests with groceries and refer them on to
additional support where this is needed. 

See additional case study “Shower Box” on dealing with challenging
behaviours & de-escalating and staying safe on page 17.
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WATCH THE VIDEO PART 1 
(MINISTRY INTRODUCTION, POTENTIAL CHALLENGES)

Note down the challenges as you watch
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Consider and Discuss: 
In your social action ministry context how are you currently dealing with
challenging behaviours & de-escalation and staying safe?

“You must understand this, my
beloved: let everyone be quick to
listen, slow to speak, slow to
anger." James 1:19-20



1. How might the ministry recognise complex needs & signpost to
appropriate services?

2. What might they do to address challenging behaviours & de
escalate tense situations?

CONSIDER AND
DISCUSS

WATCH THE VIDEO
PART 2
(MITIGATIONS)

Note down the mitigations as you watch

3. From the case study, what risks and challenges do you see
reflected in your own social action ministry?

4. How do you mitigate those risks / challenges?

5. What learning will you take from this case study and / or your
group's discussion?

CONSIDER AND
DISCUSS

FEEDBACK TO ROOM
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DE-ESCALATION TRAINING
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Notes
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LIGHTHOUSE
A community meal and support
service at SAINT Church, Hackney

CASE STUDY 2
Themes:

Maintaining healthy
boundaries & managing
expectations 
Staying emotionally
healthy & avoiding
burnout

The Lighthouse ministry provides a hot meal for vulnerable community
members (including those who are experiencing homelessness) alongside
other key services – a food pantry, energy and debt advice, hairdressing,
hygiene products, and social prescribers. 
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Consider and Discuss: 
In your social action ministry context how are you currently maintaining
healthy boundaries & managing expectations and staying emotionally
healthy & avoiding burnout?

WATCH THE VIDEO PART 1 
(MINISTRY INTRODUCTION, POTENTIAL CHALLENGES)

Note down the challenges as you watch
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“Come to me, all you that are
weary and are carrying heavy
burdens, and I will give you rest.”
Matthew 11:28
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1. How might the ministry maintain healthy boundaries & manage
expectations? 

2. What might they do to help staff / volunteers stay emotionally
healthy & avoid burnout?

WATCH THE VIDEO
PART 2
(MITIGATIONS)

CONSIDER AND
DISCUSS

Note down the mitigations as you watch

3. From the case study, what risks and challenges do you see
reflected in your own social action ministry?

4. How do you mitigate those risks / challenges?

5. What learning will you take from this case study and / or your
group's discussion?

CONSIDER AND
DISCUSS

FEEDBACK TO ROOM
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SAFEGUARDING INPUT
Notes
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FINAL REFLECTIONS
Recall what you’ve learned during the training. 
Reflect on the existing strengths of your project.
Renew your practices as appropriate to Stand in the
Gap with confidence.
You may wish to share these reflections with your social
action team when you return to your ministry context.
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RECALL Something I’ve learned from the case study videos

REFLECT Something my project is already doing well 

RENEW Something I will integrate / refresh / remove / share with others

We hope you have enjoyed this training session. we’re
always trying to get better, so before you leave please fill

out one of the feedback forms so we know how to
improve next time.

CLOSING PRAYER

Something I’ve learned from someone else in the room
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ADDITIONAL

RESOURCES

Join the Dots - Equipping faith organisations and
their teams to become trauma informed

Methodist Church - God Welcomes All:  How faith
informs safeguarding 

TRAINING

Suicide Awareness Training - Zero Suicide Alliance

Trauma-informed Practice Training - Thrive LDN

Mental Health First Aid  MHFA England

ARTICLES/DOCUMENTS

Boundaries - Mind & Soul Foundation

ORGANISATIONS

Alliance for Dignified Food Support - especially
‘Diginity Principles & Recommendations’

Level 2 Certificate in Mental Health First Aid - Free
Courses in England (online) 

Guide on Challenging Conversations - Robes

Church Urban Fund - guide to working well with
volunteers including editable templates for risk
assessment, expectations and problem solving.

Mind - especially ‘Guide to mental health issues’
and ‘Guide to addictions and how drug and alcohol
affects you’ 

Professional Boundaries (training) - SHELTER (paid)

PODCASTS

Sunday School for Misfits with Dr Selina Stone
- Series 7 Ep 8: Trauma Theology and Remaking the
Self

The Living Church Podcast - Radical Welcome, Good
Boundaries with Lis Goddard
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Housing Justice - especially ‘Trauma Informed
Practice in Night Shelters including a short video’

CofE Safeguarding modules - including Raising
Awareness of Domestic Abuse

Transforming Society Podcast - A future beyond
foodbanks where everyone matters

https://robes.org.uk/wp-content/uploads/2024/10/mental-health-problems-introduction-2017.pdf
https://robes.org.uk/wp-content/uploads/2024/10/recreational-drugs-alcohol-and-addiction-2022.pdf
https://robes.org.uk/wp-content/uploads/2024/10/recreational-drugs-alcohol-and-addiction-2022.pdf


Scan for further information on the
resources including links to specific
resources

Scan to sign up to our
Compassionate Communities
newsletter

Douglas, J. N. (2023). Trauma: Building a Trauma-Informed Worshipping Community.
Cambridge: Grove Books (Grove Pastoral Series, P175). 

Knight, G. & Knight, J. (2009). Disturbed by Mind and Spirit: Mental Health and Healing in
Parish Ministry. London: Mowbray

McClintock, K. A. (2020). Trauma-Informed Pastoral Care: How to Respond When Things Fall
Apart. Minneapolis: Fortress Press. 

Grosch-Miller, C. A. (2004). Trauma and Pastoral Care. London: SPCK. 

Cook, C. C. H. & Hamley, I. (2020). The Bible and Mental Health: Towards a Biblical Theology
of Mental Health. London: SCM Press. 

Kolber, A. (2020). Try Softer: A Fresh Approach to Move Us Out of Anxiety, Stress, and
Survival Mode—and into a Life of Connection and Joy. Carol Stream, IL: Tyndale Momentum.

BOOKS

Standing in the
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'Hunger Trauma' in Food Banks & Other Community Food Projects - Compassionate
Communities YouTube channel

Calming & De-escalation Strategies - Dartmouth Trauma Intervention Research Centre

De-escalation - NHS Hampshire CAMHS

VIDEOS



THE HIVE
St Mary Hornsey Rise have kindly provided this extract from their policy
document “Helping People in Need.”
Please do not copy or reuse this resource without their prior permission.

You can read more about The Hive Food Bank on their website
(https://thehivefoodbank.com/). 
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https://thehivefoodbank.com/


LIGHTHOUSE
Lighthouse have kindly provided this extract from their Volunteer Handbook which
includes their “Five Golden Rules” and top tips for healthy conversations. 
Please do not copy or reuse this resource without their prior permission.

You can read more about Lighthouse on their website (https://saintlighthouse.org/). 
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https://saintlighthouse.org/


SHOWER BOX
Hygiene support for rough sleepers and the
precariously housed at St. Giles-in-the-Fields 

The church hosts partner NGO, ShowerBox, and their mobile showers to
facilitate access to bathrooms, hygiene products, and other basic services
for people who are rough sleeping and precariously housed. When the
service opened, it had about 40 users – now the ShowerBox team see 300
users on a Saturday. 
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Consider and Discuss: 
In your social action ministry context how are you currently dealing with
challenging behaviours & de-escalation and staying safe?
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OPTIONAL CASE STUDY
Themes:

Dealing with challenging
behaviours & de-escalating 
Staying safe

WATCH THE VIDEO PART 1 
(MINISTRY INTRODUCTION, POTENTIAL CHALLENGES)

Note down the challenges as you watch

WATCH THE VIDEO
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1. What measures might the ministry take to address challenging
behaviours and de-escalate tense situations? 

2. What might they do to ensure the safety of staff & volunteers? 

3. From the case study, what risks and challenges do you see
reflected in your own social action ministry?

WATCH THE VIDEO
PART 2
(MITIGATIONS)

4. How do you mitigate those risks / challenges?

5. What learning will you take from this case study and / or your
group's discussion?

CONSIDER AND
DISCUSS

CONSIDER AND
DISCUSS

Note down the mitigations as you watch

FEEDBACK TO ROOM
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OPTIONAL CASE

STUDY RESOURCES
SHOWER BOX
Themes:

Dealing with challenging
behaviours & de-escalating 
Staying safe

WATCH THE VIDEO
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ShowerBox have kindly provided this extract from their Volunteer Handbook on
“Understanding the difference between irritable and threatening behaviour.” Please do
not copy or reuse this resource without prior permission.

You can read more about ShowerBox on their website (https://showerbox.org/). 
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https://showerbox.org/


EXTRA NOTES
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compassionate.communities@london.anglican.org
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