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Abstract. The aim of the article is to define and substantiate the role of dialogue
as a key tool of the negotiation process in the activities of the modern Polish police to
achieve de-escalation and safe completion of incidents. The object of the study is
negotiated communication and dialogical interaction of police officers with citizens in
crisis and everyday situations. The article describes the power of dialogue in the
negotiation process as a practical resource for conflict management in the activities of
the modern Polish police. It is determined that dialogue in police negotiations is not
only a form of polite communication, but also a professional de-escalation technology
that combines communication, psychological and organizational components. It is
established that dialogue allows you to quickly establish contact, stabilize the
emotional state of the interlocutor, clarify the actual circumstances and intentions, as
well as form a controlled scenario of events, in which the likelihood of sudden
escalation is reduced. It is proven that the use of active listening, paraphrasing,
reflecting emotions, clarifying questions, controlling the tone and pace of speech,
neutral vocabulary and consistency in wording increase a person's willingness to
cooperate and reduce the risk of the conflict turning into physical confrontation. It is
substantiated that dialogue-based negotiations are particularly effective in critical
incidents related to barricading, suicide threats or hostage-taking, as they allow you to
gain time for risk assessment and preparation of tactical decisions, remaining an
alternative to force scenarios. It has been established that the effect of dialogue is also
manifested in everyday service, in particular when responding to domestic conflicts,
public disputes, document checks, communication with witnesses and victims, where
the quality of contact and a clear explanation of legal actions directly affect the
behavior of the parties and subsequent trust.
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CWJIA JIIAJIOTY B IEPETOBOPHOMY MPOLECI B JISLJIBHOCTI
CYYACHOI ITOJILCBKOI OJITIII

AHoTamiss. MeTor CcTaTTi € BU3HAYCHHS W OOIPYHTYBAHHS POJII JIAJIOTY SIK
KJIFOYOBOTO 1HCTPYMEHTA MEPErOBOPHOIO MPOIECY B AISIILHOCTI Cy4acHOI MOJbCHKOT
MOl A7 JOCATHEHHS JeecKanalii Ta O€3MeYHOIro 3aBEpIICHHS I1HIHJICHTIB.
OOG’eKTOM JOCHI/DKCHHSI € TMEeperoBOpHa KOMYHIKAIllsl Ta JiaJIoriyHa B3a€EMOJIs
MOJIIIENHCHKUX 13 TPOMAJsHaMU B KPHU30BUX 1 MOBCSIKACHHHUX CUTyallisX. Y CTaTTi
OTHCAHO CUITY J1QJIOTY B TIEPETOBOPHOMY TPOIIEC] SIK MPAKTUIHHUMN PECYpPC YIPaBIIHHS
KOH(JIIKTaMu B JISTIBHOCTI Cy4YacHOI MOJChKOI modiii. BusnadeHo, mo miamor y
MOMIIEHUCHKUX TEepPeroBopax € He Julie (OPMOIO BBIWIMBOTO CIUIKYBAaHHS, a U
npodeciiHOI0 TEXHOJIOTIE IeecKaallii, ika MoeAHy€e KOMYHIKallilH1, ICUXO0JIOT14HI
Ta Opra”izamiiiHi KOMIIOHCHTH. Y CTaHOBJIEHO, IO Jiajor Ja€ 3MOIYy IIBHIKO
BCTAHOBUTU KOHTAKT, CTaOLTI3yBaTH EMOIIMHUN CTaH CIiBPO3MOBHHKA, YTOUHHUTH
(akTU4HI OOCTaBUHU Ta HaMipH, a TAKOX C(HOpMyBaTH KOHTPOIHOBAHUM CIEHAPIi
MO/, y SKOMY 3HM>KEHO WMOBIPHICTh panToBOi eckajnaiii. JloBeaeHo, 1o 3acTocy-
BAaHHSI aKTUBHOTO CIIyXaHHs, nepedpazyBaHHs, BiIOOPaKEHHsS €eMOI1H, YTOUHIOBAJIb-
HUX 3alUTaHb, KOHTPOJIO TOHY W TEMITy MOBIIEHHS, HEHTpaIbHOI JIEKCUKH Ta
MOCIJOBHOCTI Y (POPMYJTIOBAaHHSAX TMIJBUIIY€ TOTOBHICTh JIOJUHU JO CIIBIpalll Ta
3MEHIIIy€ PU3UK NEepepoCcTaHHs KOHPIIKTY y (i3nyHe npoTUcTOsiHHA. OOIPYHTOBAHO,
[0 TIEPETOBOPH HAa OCHOBI J1aJIOTy € OCOOJMBO €(PEKTUBHUMHM IiJl 4aC KPUTUYHUX
IHIUJEHTIB, TIOB’S3aHUX 13 OapuKajyBaHHSIM, TIOTpO3aMU CcaMOTyOCcTBa abo
3aXOIUICHHSIM 3apy4YHHUKIB, OCKIJIbKM BOHHM JAalOTh 3MOTY BUTPATH 4ac JJISl OI[IHKH
PU3HKIB 1 MIATOTOBKU TaKTUYHUX PIIICHb, 3AJUIIAIOYUCH AbTEPHATUBOIO CHUJIOBUM
CLICHapiAM. Y CTaHOBJIEHO, 0 €(EKT I1anory MpOsBISETHCS TAKOXK y MOBCAKACHHIN
Ciry01, 30Kpema IiJl 4ac pearyBaHHs Ha JIOMaIIHI KOHQIIKTH, MyOIi4Hl CyNepeykH,
MEepPEeBIPKU JTIOKYMEHTIB, CHIJIKYBaHHS 31 CBIJKAMU Ta MOTEPHIIUMHU, KOJIM SIKICTh
KOHTaKTy Ta YiTKe MOSCHEHHS MPAaBOBUX il 0€3M0CepeTHHO BIUTMBAIOTH HA MTOBEAIHKY
CTOPIH 1 MOAANBITY AOBIPY.

KirouoBi cJjioBa: [miamor, TEperoBOPHHI TMPOIEC, IeecKaallis, KpHu30Bi
MEePETOBOPH, OJIIEHChKa KOMYHIKALisl, yIIPaBIiHHS KOH(IIKTaMH, I0Bipa A0 O],
Oesreka rpoMasH, npodeciiina maroroska, [lomsima

Introduction. The relevance of the topic is due to the fact that modern police
response in Poland increasingly occurs in situations of heightened tension, where
decisions are made quickly, and the price of a mistake is measured in terms of people's
safety, health and public trust. This applies not only to classic crisis episodes, when
negotiations are used during threats of suicide, hostage-taking, barricading or
aggressive behavior in public space, but also to everyday incidents that begin with a
domestic conflict, a misunderstanding on the street, tense communication during
document checks or the emotional reaction of witnesses and victims. In such
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circumstances, it is dialogue, as a professional tool for establishing contact, reducing
tension and finding acceptable solutions, that becomes the key to de-escalation, and
therefore to reducing the risk of using force. For police work, this means increased
efficiency, as well-structured communication helps to receive information faster, more
accurately assess the intentions and needs of the parties, and also to form a controlled
dynamics of events, when every word can either bring the situation closer to a safe
conclusion or provoke an escalation.

Literature Review. In the literature on police negotiations, dialogue is seen as a
tool for reducing tension, preventing violence, and increasing the safety of those
involved in the incident [1-10]. M. L. Steele et al. [1] analyze police negotiations in
suicidal crisis situations and demonstrate that such incidents have distinct “triggers,”
contextual circumstances, and typical characteristics of the individuals being
negotiated. M. Morgan, T. Miles-Johnson, J. Campana [2] describe an andragogic
approach to training police negotiators, i.e., training adults through practical
orientation, reflection on experience, self-direction, and training scenarios that are
close to real-life work conditions. V. B. Van Hasselt, S. J. Romano, G. M. Vecchi [3]
emphasize the importance of role-playing as a tool for developing negotiation skills in
crisis and hostage situations. The idea is that negotiation competence requires not only
knowledge of principles, but also repeated practice in conditions that simulate stress,
time pressure, unpredictable reactions of the interlocutor and the need to
simultaneously maintain security. N. Jon [4] analyzes the role and potential of the
Norwegian crisis and hostage negotiation unit and shows that negotiations can perform
a preventive function in relation to force scenarios.

Aim and objects. The aim of the article is to define and substantiate the role of
dialogue as a key tool of the negotiation process in the activities of the modern Polish
police to achieve de-escalation and safe completion of incidents. The object of the
study is negotiated communication and dialogical interaction of police officers with
citizens in crisis and everyday situations.

Results. Dialogue in the negotiation process for the police is not just politeness,
but a professional risk management tool, as it allows you to reduce tension, stop
escalation and create conditions for a safe solution. The power of dialogue is
manifested in the fact that through contact and trust, it becomes possible to influence a
person’s behavior without coercion, as well as to gain time for assessing threats,
collecting information and preparing tactical steps. In modern policing in Poland, this
Is especially important, because police officers increasingly work in an environment of
high emotion, where fear, anger, despair or panic are present, and any careless signal
can provoke aggression, escape, self-harm or attack. That is why negotiations built on
dialogue become a way to turn a chaotic situation into a controlled process, where each
remark has a purpose, and is not a reaction to provocation (Table 1).
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Table 1. The role of dialogue in the negotiation process

Vemixm i

Dialogue role

What it accomplishes in practice during negotiations

Building rapport
and a workable

Dialogue creates a human connection that can replace the person’s
expectation of confrontation with an expectation of being heard. When the
person feels respected, they are more willing to slow down, share
information, and tolerate uncertainty. Rapport does not mean agreement, it

gathering and
risk assessment

relationship means a communication channel that stays open long enough for safety
focused decisions to become possible
Dialogue can lower arousal by providing calm structure, predictable turn
Emotional taking, and language that reduces shame and threat perception. By reflecting
. emotions and naming stressors, the negotiator helps the person move from
regulation and de L . . .
i raw reactivity toward partial self control. This reduces the likelihood of
escalation . L . : .
impulsive violence and increases the chance of a peaceful resolution without
unnecessary force
Dialogue is a tool for learning what the person wants, fears, and is prepared
Information to do, which is essential for judging immediate risk. Careful questioning and

paraphrasing help clarify contradictions without triggering defensiveness.
The information gained through dialogue supports safer tactical decisions by
the police team, because it improves understanding of motives, triggers, and
possible exit pathways

Guiding toward a
safe agreement
and preserving
legitimacy

Dialogue supports step by step commitments, where small cooperative
actions build momentum toward a final safe outcome. It also protects
perceived fairness, because clear explanations and respectful language reduce
feelings of humiliation or injustice. When negotiations end with dignity
preserved, the long term result often includes higher public trust and lower
probability of renewed conflict after the incident

Formed by the author

The negotiation process in police practice can be described as a sequence of steps
based on psychology, communication techniques and ethical standards. It usually
begins with establishing contact, when it is important to show the person that they are
heard and understood, and not just controlled. This is followed by stabilization, that is,
reducing the intensity of emotions, clarifying intentions and clarifying what is
happening, who is involved, what are the risks, what needs lie behind the demands.
After this, there may be a stage of influence, when the negotiator leads the interlocutor
to realistic alternatives, forms a sense of choice and responsibility, offers safe options
for exit, agrees on small steps that gradually lead to a solution. The conclusion is an
agreement or voluntary cessation of dangerous actions, and then support after the
incident, when it is important to maintain the stability of the decision and minimize the
risk of recurrence (Fig. 1).
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The communicative architecture of contact, which ensures the launch and stability of
interaction with a person in crisis. It concerns the rules of entering the conversation,
choosing the role of the negotiator, constructing the first message, creating a sense of
security, and establishing the rhythm and boundaries of communication

N

N
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/C()ntent-Analytical Conversation \

Circuit, which is how the negotiator
gathers information, assesses risks,
and builds an understanding of the
motives and triggers of the
interlocutor’s behavior through
dialogue. In practice, this means that
questions, clarifications, and
rephrases serve as diagnostic tools

Procedural-Resultative Module,
which moves the conversation from
the contact and analysis phase to the
phase of safe agreements and incident
closure. At this level, dialogue
becomes a tool for building step-by-
step commitments, where the
negotiator does not offer an abstract
compromise, but a sequence of small

rather than Interrogations, So wording actions that reduce risk and gradually
should be gentle, precise, and non- )
move closer to a solution

I N _/

Fig.1. Dialogue system for police negotiations
Formed by the author

In crisis situations, negotiation is often used when a person threatens suicide,
when there is a barricade, when there is a threat of violence, when a dangerous
confrontation arises in a public space, and also when the parties to the conflict are in a
state that makes rational interaction difficult. However, dialogue is no less important
in everyday service, when talking to victims, witnesses, aggressive participants in road
incidents, when responding to domestic conflicts, when intervening in crowds, where
issues of dignity and fair treatment are sensitive. In such situations, effective
communication helps police officers avoid unnecessary escalation, explain their
actions, obtain consent to legitimate demands, more quickly separate facts from
emotions and more accurately determine who needs help and who poses a threat.
Dialogue also increases the safety of police officers themselves, because de-escalation
through words reduces the likelihood of physical contact, and well-established contact
allows for better prediction of a person’s behavior (Table 2).
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Table 2. Specific features of how crisis situations shape the negotiation process

Crisis situation
feature

How it changes negotiation
dynamics

Practical implications for police
negotiators

Acute emotional
overload and
rapid mood
shifts, common
in suicide threats
or severe distress

The conversation can swing from
cooperation to withdrawal within
minutes, so the negotiation
becomes less linear and more
cyclical. Logical arguments often
fail early because the person
prioritizes emotional relief over
factual consistency. Small wording
choices can amplify shame or
hope, which immediately affects
risk

The negotiator should prioritize
emotional stabilization before problem
solving, using calm pacing, short
questions, and consistent
acknowledgement. Communication
should reduce perceived pressure and
avoid language that sounds like
ultimatums. The negotiator should
actively monitor micro signals such as
sudden silence, agitation, or abrupt
changes in tone, then adapt the dialogue
to keep the person engaged and safe

The person may use time,
information, and access as

The negotiator should maintain
credibility through consistent wording

and misreading risk cues

High stakes bargaining tools, so the dialogue ) )
and achievable commitments. The
control struggle, | becomes a contest over control . .
) dialogue should offer structured choices
typical for rather than a normal exchange. ,
) that preserve the person’s sense of
barricade Threats may appear as leverage, X : .
o ! agency while keeping safety priorities
incidents or and the person can test boundaries . )
; ) non negotiable. The team should align
hostage to see if the police react .
S i . . messages across all officers so that the
situations emotionally. Trust is fragile . ! ..
. . subject does not receive conflicting
because any perceived deception . . .
. . signals that undermine the negotiation
can trigger escalation
The negotiator should use dialogue to
Facts arrive late, are contradictory, | separate facts from interpretations,
Information or are distorted by stress, crowd repeating confirmed details and clearly
uncertainty and | influence, or misinformation. The | marking unknowns. Questions should be
fragmented negotiator may face multiple specific and neutral, designed to verify
narratives, often | voices, conflicting witnesses, and | rather than accuse. The negotiator
present in social media pressure that shapes | should communicate visibly fair
chaotic public expectations. This increases the procedures, because perceived
incidents risk of misunderstanding intentions | unfairness in public settings can quickly

amplify resistance and escalate the
scene

Formed by the author

The power of dialogue does not appear by itself, it requires education, training,
development of active listening skills, control of one's own emotions, work with
provocations, recognition of manipulations and simultaneous observance of legal
boundaries. Team interaction is also needed, when the negotiator does not work in
Isolation, but in coordination with the operation management, with patrol officers, with
medics and psychologists, because negotiations must be consistent with security
decisions and real possibilities.
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Conclusions. In conclusion, we note that the power of dialogue in the negotiation
process in the activities of the modern Polish police lies in the fact that it is professional
communication that is able to transform the conflict into a manageable process, reduce
emotional tension, buy time for risk assessment and lead the parties to a safe solution
without unnecessary coercion. Dialogue increases the effectiveness of the response,
reduces the likelihood of the use of force, enhances the safety of police officers and
citizens, and also maintains public trust through respect, explainability of actions and
preservation of human dignity even in crisis circumstances. That is why the
development of negotiation skills, a culture of de-escalation and systematic
communication training are becoming key conditions for modern police practice,
focused on security, legality and humanity.
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