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Date 16 February 2016

Safety of Social Workers and of Service Users

Request:

The aim of the research is to examine how the profession of social work is affected
by work-related violence and if there is a need to change current policy context,
legislation, procedures or practice.

One of the research questions is:

1. Whatis recent protection (legislation, recent policy context, practice and
procedures) from work-related violence for social workers in the UK?
Our in-house Learning Hub provides modules on ‘Lone Working’ and Personal
Safety’ which is a compulsory requirement for all staff to complete.

To answer my research guestion | would like to kindly ask you to answer
following two guestions:

2. Which policy(ies) related to a prevention of Social work staff (children and adult
service) from service user's violence do you have. If possible, please send your
policy(ies) via e-mail as an attachment or please provide link to the online
version of policy(ies)

See below.

3. Which training related to prevention, reduce and/or dealing with work-related
violence against Social Workers was available for staff (children and adult
service) within last 12 months.

Please see link below:
http://www.crisisprevention.com/en-uk/Specialties/MAPA-Management-of-
Actual-or-Potential-Aggressio



http://www.crisisprevention.com/en-uk/Specialties/MAPA-Management-of-Actual-or-Potential-Aggressio
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1.0 INTRODUCTION

The objective of this document is to set guidance for the safety of lone workers, as required by the
Management of Health and Safety at Work Regulations.

2.0 ORGANISATIONAL RESPONSIBILITIES

Role Responsibility

Manager the designated manager shall:

o Ensure that risk assessments consider the impact of hazards upon lone
workers and identify tasks that cannot be done alone

e Provide all lone workers with communication methods to stay in touch with
colleagues

e Maintain arrangements to monitor lone workers throughout the shift

¢ Provide information and instruction to employees about lone working
arrangements

Employee | the designated employee shall:

e Engage in the risk assessment process and provide accurate and honest
feedback

o Co-operate with all systems put in place to manage lone working, including
keeping accurate and up to date diaries, and using the Alertcom device where
issued

e Inform their line manager of any issues that may affect their safety or
wellbeing

o Report all incidents of violence or aggression that they suffer

3.0 ARRANGEMENTS FOR HEALTH & SAFETY
The Management of Health and Safety at Work Regulations

Wolverhampton City Council (the employer) must comply with the following regulations in respect
of risk assessment and risk management:

Risk Assessment (Reqgulation 3)
Make a suitable and sufficient assessment of the risks to the health and safety of:
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(a) employees whilst they are at work; and

(b) others not employed by WCC who may be affected by the work activities of the Council.

4.0 RISK ASSESSMENTS

Risk assessments should consider the impact and severity of hazards upon lone workers and
identify tasks that cannot be completed safely alone.

Where employees work alone regularly, the manager will ensure that a lone working risk
assessment for the business/service area is carried out and create appropriate systems to ensure
the continued safety of employees.

5.0 CONTROLS AVAILABLE

Managers will ensure that employees maintain up to date and accurate diaries so that their
whereabouts are known, and they can be contacted when away from an office.

Managers will ensure that employees who work remotely have access to communication devices,
and emergency contacts are available if required. A system to locate employees when in the field,
e.g. scheduled phone contact, should be used where there is prolonged lone working.

Example system

Planned Diary
(schedule of appointments or planned route)

Regular phone in to base
(agreed contact times)

| Schedule phone in received?

| No

Call worker
Contact made?

Yes

| Yes |

Escalate to Manager
(put plan into action)

| End of shift phone in received |

| No |

COMMUNICATION

Call worker
Contact made?

Escalate to Manager
(put plan into action)

Yes

| Yes |
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Service areas that operate a Potentially Violent Person Register (PVPR) record acts of aggression
or violence by known persons. Events are inputted onto the register which can then be
interrogated by employees before visiting in the community, and take appropriate action where
potential for violence exists.

To help safeguard employees who work alone, Wolverhampton City Council has contracted
National Monitoring to provide a lone working management system (Alertcom).

The Alertcom GPS Device and Alarm Receiving Centre (ARC) are accredited with all relevant
security and British Standards by the National Security Service. The device incorporates GPS
tracking and an SOS facility which when activated allows trained Alertcom ARC operators to
actively listen-in and assess the situation in real time. An appropriate level of response is deployed
by them (i.e. Police, Wolverhampton City Council etc.)

High risk employees as identified through a risk assessment will be issued with a device and
instruction upon its use.

6.0 INFORMATION AND GUIDANCE
Information relevant to Lone Working can be found at:

¢ Information relevant to Alertcom Device can be found at: http://hrintranet/mgr/Pages/Safety-
Health-and-Wellbeing.aspx

e Lone worker risk assessment aid-memoire can be found at: http://hrintranet/mgr/Pages/Policy-
Procedures-and-Forms.aspx

e Further information relevant to lone working can be found on HSE web-site
http://www.hse.qgov.uk/pubns/indg73.pdf
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APPENDIX 1
The following provides practical guidance for lone workers:

Practical Guidance for Lone Working Assessment

Where might Lone Working take place? Assessment of risk

e An employee working alone in a small
workshop, hub, or shop

e Employees who work from home other than in
low-risk, office-type work (separate guidance
covers homeworkers doing low-risk work)

o Employees working alone for long periods, e.g.
in leisure centres, schools

o Employees working alone in interview rooms,
away from their normal desks

e Employees working on their own outside normal
hours, e.g. cleaners, security, maintenance or
repair

e Workers involved in construction, maintenance
and repair, plant installation and cleaning work

e Grounds maintenance workers

e Social workers, lawyers, inspectors, licensing,
out-of-hours officers.

Involve employees when considering potential
risks and measures to control them

Take steps to ensure risks are removed where
possible, or put in place control measures, e.g.
carefully selecting work equipment to ensure the
employee is able to perform the required tasks
in safety

Instruction, training and supervision

Review risk assessments periodically or when
there has been a significant change in working
practice

Be aware that some tasks may be too difficult or
dangerous to be carried out by a lone worker
When a risk assessment shows it is not possible
for the work to be conducted safely by a lone
worker, provide suitable control measures

Where is Lone Working not appropriate

Specific Considerations

e Working in a confined space, where a
supervisor may need to be present, along with
someone dedicated to the rescue role

e Working at or near exposed live electricity
conductors

e Working in health and social care dealing with
unpredictable client behaviour and situations.

Does the workplace present a specific risk to the
lone worker, for example due to temporary
access equipment, such as portable ladders or
trestles one person would have difficulty
handling?

Is there a safe way in and out for one person,
e.g. for a lone person working out of hours
where the workplace could be locked up?

Is there machinery involved in the work that one
person cannot operate safely?

Are chemicals or hazardous substances being
used that may pose a particular risk to the lone
worker?

Does the work involve lifting objects too large for
one person?

Is there a significant risk of violence and/or
aggression?

Are there any reasons why the individual might
be more vulnerable than others and be
particularly at risk if they work alone (e.g. young,
pregnant, disabled or a trainee)?

If the lone worker’s first language is not English,
are suitable arrangements in place to ensure
clear communications, especially in an
emergency?

Monitoring

Training

e Managers periodically review health and safety
arrangements of employees working alone

Training is particularly important where there is
limited supervision to control, guide and help in
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Practical Guidance for Lone Working Assessment

Pre-agreed intervals of regular contact between
the lone worker and manager, using phones,
radios or email, bearing in mind the worker’s
understanding of English;

Manually operated or automatic warning devices
which trigger if specific signals are not received
periodically from the lone worker, e.g. employee
security systems

Implementing robust system to ensure a lone
worker has returned to their base or home once
their task is completed.

uncertain situations.

Training is also crucial in enabling employee to
cope in unexpected circumstances and with
potential exposure to violence and aggression
Ensure employees are competent to deal with
the requirements of the job and are able to
recognise when to seek advice from elsewhere
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colleagues
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The Management of Health and Safety at Work Regulations

Wolverhampton City Council (the employer) must comply with the following regulations in respect
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(a) employees whilst they are at work; and

(b) others not employed by WCC who may be affected by the work activities of the Council.

4.0 RISK ASSESSMENTS

Risk assessments should consider the impact and severity of hazards upon lone workers and
identify tasks that cannot be completed safely alone.

Where employees work alone regularly, the manager will ensure that a lone working risk
assessment for the business/service area is carried out and create appropriate systems to ensure
the continued safety of employees.

5.0 CONTROLS AVAILABLE

Managers will ensure that employees maintain up to date and accurate diaries so that their
whereabouts are known, and they can be contacted when away from an office.

Managers will ensure that employees who work remotely have access to communication devices,
and emergency contacts are available if required. A system to locate employees when in the field,
e.g. scheduled phone contact, should be used where there is prolonged lone working.

Example system

Planned Diary
(schedule of appointments or planned route)

Regular phone in to base
(agreed contact times)

| Schedule phone in received?

| No

Call worker
Contact made?

Yes

| Yes |

Escalate to Manager
(put plan into action)

| End of shift phone in received |

| No |

COMMUNICATION

Call worker
Contact made?

Escalate to Manager
(put plan into action)

Yes

| Yes |
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Practical Guidance for Lone Working Assessment

Pre-agreed intervals of regular contact between
the lone worker and manager, using phones,
radios or email, bearing in mind the worker’s
understanding of English;

Manually operated or automatic warning devices
which trigger if specific signals are not received
periodically from the lone worker, e.g. employee
security systems

Implementing robust system to ensure a lone
worker has returned to their base or home once
their task is completed.

uncertain situations.

Training is also crucial in enabling employee to
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the requirements of the job and are able to
recognise when to seek advice from elsewhere
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CSU - GUIDANCE AGGRESSION

Furpose

This Guidancc MNote provides genera! guidance on aggression and explains the
corporate procecures in respect of Aggiression at Work. It also includes notes tc assict
you in reporting any incident using the combined ‘Accident & Aggression Report’ form
IR1) (appendix 1).

This guidancea snouid be read in conjurnction with CSU Frocedural Note #2 Risk
Assessment, Procedural Note #1 Accident Notification and Guidance Note #10 Lone
Vi/orking.

Please note: whilst some of the quidanca has general applicabiiity, the requirement to
report aggressive incidents relates oniy to aggression directed (owards staff by
members of the public (including clients, service users, pupils, etc.) All other forms of
1iggression, for example, between staff, are covered by other Ceurcil and or
departmentai procedures.

CGeneral Introduction
Wolverhampton City Council is not prepared 1o tolerate:

e Verbal or physical harassment of iis employees, including racial or sexual
harassment, or harassment o the grounds of disability;

» Physical assault upon employees by clients or other members of the public, either
during or oulside working hours, which are as a direct restit oi their employment hy
the Authority,

e Atiacks on, or damage to, e property of employecs of the Authority that result irom
carrying out their duties and in the course of their employment.

Background

Wolverhampton City Council as an employer hes a duty of care to provide safe working
;onditions and sysiems of work for all empioyecs. It also has a cuty to assess risks in
the workplace and ensure that suitapie controls are in placc to minimise them; this
would include tiie risk from reasoneb!y foreseeable violence o staff.

Legislation
The following |egislation is particularly relevant to aggression at work:

The Health and Safety at Work etc Act 1974

Ne have a duly under the Act to ensure, so far as is reasonably practicable, the health,
safety and weiiare of our emplovees whiist at work.

C@IE . The Management of [Health and Safety at Worl Regulations 1999

U

Seifis

The main reouirement for carrying out risk assessment is set out in the Management of

Health & Safcty Regulations. These requlations require empioyers (o assess risk anc
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CSU - GUIDANCE AGGRESSIOI

cnsure that effective airarigements are in place (o protect employees from harm. Risks
covered shou'd Include protecting employeas fior exposure to reasonaply foreseeable
violence.

Reporting of Injuries, Disecases &« Dangerous Cccuriences Regulations 1695
‘RIDDOR)

The (RIDDOR) Regulations require empioyers to notify their enforcing authority (which
in our case is the Health & Safety Executive (HSE)) of any accidents at work to any
employee that result in death, major injury or incapacity from normal woric for three or
more consecutive days. The definition of accident incluaes any act of non-consensual
physical violerce done (o a person at work (sce also CSU Procedural iNote #1 Accident
Notification).

What is Aggression at Work?
The Health and Safety Executive’s definition of work-related violence is:

‘@ny incident in which a person is abi:sed, thireatened or assaulied i
circumsiances iziating to their work

Walvarhampion City Council classss o wide range of behaviour as aggressior
inc'uding:

Verbal aggression, e 3., shouting and swearing,

Violence against objects, e.g., bangiria on desks or overturning chairs

Written aggression and/or obscenities

Acgressive and/or malicious telephone calls

e Threats of viclence, Lothi verbal and vie menaciing looks and gasiures,

e Any behaviour that teels like bullving or inilimidation,

e Fushing, poking or manhand!'ing ot siaff in any way

Funching, slapping, kicking, =tc.,

interference with staif belongings, e.q., damage to cars,

Violence with any weapon,

Animals used as threatening weapons,

Sex-related aggression and violence,

<acist language, taunts etc

Any act an emgloyee feels to be abusive - Note: a key facior is liow the incident
affects the member of staff (reqerdless of injury being sustained or physical
tolence being involved): an experienced meniber of staff may react differently (o a
new or junior meniber of the team, howevei, that should not mean e incident is not
treated seriously.

e o o

e o o o <

rossible Impact

~nysical attacks are obviously dangerous, but scrious or persistent verbal abuse can be
a significant probiem too, as it can cause damage to emoeloyees’ health through anxicty
and ctress. Both can represent a real iinancial cost - through low staff morale, increased
abseiiieeism and high stafi turnover. Further costs miay arise from compernisation
payments and increased insurance preriuin:
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CSU - GUIDANCE AGGRESSICN

Assessing ine Risk

Managers czn influence and reduce the likeiihood of violence and aggression in the
woikpiace by ensuring that suitable and sufficient risk assessments are in place for all
work activities that have the potential for violence aind aggression.

The risk assessmeiit does not nzed (0 be overly complicated hut siiould involve
checking hazards associated witi1 the work. These could include issues such as room
'ayouts (especially for interview rooms) along with working practices and procedures,
1.g. arrangementis for off-site visits.

Wolverharmipion City Council bases its approach to managing risk on the best praciice
principles set out by the HS = in ils ‘Management of Health and Safety at Worl
Fegulations 1999 - Approvea Code of Practice” and the guidance leaflet - =ive Steps to
Risk Assessrmient

Step 1 Find out if there is a problem, and identify hazards

step 2 - Decid2 who might be harmed and how

Sicp & - Evaluate the risk by:

e |dentifying what action you are &!ready taking

e Decidiiio whether it is enough

e i1 it 15 not, deciding wnat more you need to do
Step 4 - Record the significant findings of assessments, and

Step 5 - Review the assessment at appropriate intervals

Step 1 — Find out if thaie is a problem, and identify hazards

The first step i rick assessment is to identify the hazards. Wiii regard to violence and

aggression, you may find it usetul to think in terms of:

e Tasks - What tasks do staff undertake that are likely to upset or annoy peopie?
Can delays or long waiting times lead to client frustration?

e People - Do staff work with incividuais or groups whose behaviour may, on
occasion, be unpradictable or unreasonab'c?

e Places - Ara scme of the places where siaft members work iniicrently unsafe? Do
staff work alone or away from their main base, where support may be
limited? Does some of the work involve staff visiting people in their homes
or business premises?

e Times - /re there times of the day when staff are more at risk:
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CSU - GUIDANCE AGGRESSIOI

Check incident Reporis

Individual incident report forms can be used to identify specific problerns. In addition,
incident siatistics can be used to identiiy trends and more gencrail issues that need to
be adcressecd.

Ask your staff

When deciding if there is a potential problem, it is important to seek thc views of staff,
particularly those who deal with members of the public; they may have experienced
violent incidents or situatinns with the potential to tuin nasty. Don'’t just relv on reports of
aggressive incidents. Not all incidents are rcportea and talking to statl can help to

establish the frue cxlent of any problein. It can aiso be an opportunity 1o stress the
importance of reporting all incidents of viclence.

Step 2 — Decide Who Migiit be Harmea and How
Any member of staff whose job requires iliem to deal with the public can be at risk from
violence. Some of those most at risk are engaged in:
Providing a service
> roviding care
e Educaiion
e Handiing money
o Sccurity
» Inspection and eriforceiiient
e Delivering unwelcome news

In addition, certain situations may further increase the rick of aggression:

e Dealing with people who are stressed or frustraied (possibly by the decisions we
make)

e Deaiing with people affected by alcoiiol or druas

e ilaving to challenge members of the public

» Working alone, e.qa., o home visits

e Working unsociabic nours

e Poor communication

OfRen it is a combination of factors, rather thain a singie cause, that reculis in aggressive
pehaviour; think atout the tasks, the peoplie we deal with, the places and times we
interact with thein and also how cur siail?; as individuals {ineir awitudes, temperamenis
experience and training), deal wiil triem.

rRemember new staff may be at greater sk because of inexperience or riot knowing
what to do in difficult circumstances.

Step 3 — Evaluate the Klislk

If you finc you have a problem you wili need 0 evaluate the rick: 10 do this, look at e2c!
of the hazards identified and consicer how likely it is that they could lead to violence ana
agaiession. This will determine whether or not you incad to do more to reduce the iisk
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CSU - GUIDANCE AGGRESSICN

arther, e.g., by redesigning interview rooms, installing protective screens at counters,
working in pairs, etc.

Consider if existing precautions are adequaie. -or cxample, have you provided:
e Adequate inforiation, instruction and training?
e Safe systems i procedures?

if you identify that further action is needed you should ask:
Can you eliminate the hazard altogethei?
e If nal, how can you control the rislks so that harm is uniikely?
Even after aii precautions have been laken, some risk ustuaiiy remains. You will necd 0
dacide whether this remaining risk is Low, Mecium or High.

Step 4 — Record the Significant Firicings of the Assessmen

You will need to record your risk assessments and must be able to demonstrate tnat
'ou have complied with Steps 1- 3 above. This can be done using the council’s general
Risk Assessment irorm (see CSU Procedural Note #2 Risk Assescment).

Once completed, staff must be made aware of all risk assessments that affect (hem.

Step 5 — Review (he Assessmeziil @t Appropriate Intervals

All risk assessments should be r¢viewed periodically (e.g. anriually) both to review their
sffectiveness and to ensure they remain valid

[0 ensure assessments are effective, you should consul't with those staff that the
assessmeits aie designed to protect. in addition, risk assessments must be revised
pzriodically to take account o1 ncw or amended working procedures.

Assessment siiould also be reviewed iollowing incidents to deiermineg if the contro!
measures in p'ace are sufficient. Any changes made as a result of incidents should be
noted on the outcome/action section of the incident report.

Preventing Violence

If violence and aggressicn is a probiem, it is likely that the best solution will e «
comibination of measurss rather than relying on a single fix'. For example, insialling
expensive sectrity hardware, without reviewiing outdated systems and procedures, is
unlikely to be efiaclive. It is impoitant that any control measures pul in place arc
appropriate, adgequate for the tasic and cost-effective. Staff wili also need to be macle
iware of them and trained where appropriate.

ractors Managers Can Influence

A nunber of factors should be Iooked at if managers are tc effectively combat violence
and aggression:
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intormation and Training
Ensure that staff are made aware of any policies, procedures and risk assessments,
and fully understand any systems that are put in place for itheii protection. This
should ce done at every opporiunily e.g. induction, formai training sessions, izam
nicetings, supervision sessions, etc

» Clearly indicate tc the public that aggrecsive behaviour will not be toleraied e.g. via
use of posters in reception areas, letters to customers, etc.

e Provide specific training for staff who deal with the general public. Training such as
conilict resolution’ or ‘defusing techniques’ is recomimended and shou!d include:

scognising signials of aggression; how (o bahava non-confrontationzily; the
importance of gcod customer care; Leing polite and listening to cilents.
Wolverhampton City Council doas nol advocate ‘self-dcfence’ training as it conveys
the wrong message, and can icad to an escalation, putting both the client/cusiomer
and staff member at areater risk of iniury.

o Staff who deal witih challenging clienis may require more specialis! training e.g.,
‘break-away’, diffusion and de-escalation techniques, etc. This should be identified
thiough risk assessmen, and training must be provided via competent specialist
trainers.

Staff must be made aware of any informaticn we have on potentialiy violent
custorners, premises or problem areas they may come intc contact with. Note:
systems ior collating and/or chaiing information cn poteniially violent customers
niust operate within curient cata protection reguiation requirements

Further information ori iraining can be oti=2ined from Corporate Trainirig or via Service
HR and/or Training Sections.

The environment

e Are our premiscs and reception areas secure?

e [écor and lighting in public waiting areas should be welcoming and the areas
thaimselves should be comioricbie

» [Ensure adequate qucue rnanagement by using clear signage, and easy access
routes. Customers <'iould be made aware Gr any delays they are ikciy to face.

e Where possible, furniture in interview iooms should have a relaxed but safe layout.
Try not to ‘imprison’ sta’ behind desks

« Congider movina cheirs so that a more natuia! position is adopted (&t ain angle
rather tharn race-io-face).

e Where deske are used as safety bairiers, ensure that siaff iave unobstructed
accass (o a suitable exit.

e Think about potentia! weapons that may be availacie, such as coffee muags, staplers,
etc.

e Plants can make reception areas look friendly; however, make sure they are in
plastic, rather than ceramic, pots. Similarly, pictures can enhance an area, but avoid
naving glass in the frames

e Consider physice! security measures such as CCTV, alarm systems and coded
security doors. inistall screens and widei counters, etc . in areas where staff are
most at risk

e Provide bright lighting 2round cuildings and rermcove possible cover for assailariis’
e.g. high hedges, overgrown shrubs, ete.
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Job Design

e Wherever possible maintain staf numboeis in the workplace so that lone werking cain
oe avoided

e viake arrangemenis [or criiployees who work away from their base 0 keep in touch

e Ensure that eniployees’ planned schedules are available 2nd that staff leave details
of any locations they will be visitina whilst away from their mairi workplace

e Check the credentials of clieriis when meeting away from tne workplace

»  Arrange for staff to be accompanied by a colleague when meeting potentially violent
customers away from the office

e Bank money frequently, and veary the route taken to avoid (he risk of robbery,
alternatively contract the functioin out to a security company.

+ Rotate high risk tacks s¢ that the same parson s not always at risk

« Provide additional siafi for high risk mobhile aciivities, and/or provide coinmunication
links back to base

e Consider providing personal alarms for high risk staff

rReporting inciaents

Managers must ensure that all incicernits of violence and aggression are reporicd using
the comoined ‘Accident & Aggression Report’ forrn (IR1) (appendix 1). Tihe reports must
ha submitted to CSU (usualiy via your HE or administration section) or aireciiy to your
health and safciy ofiicer as soon as pcssible. Notes to help you complete the form arc
reproduced a' appendix 2.

Nhilst staff will have differing tolerance levels to incidents, they should not be
:ncouraged to view violence and agaression as an inevitable part of the job. Managers
need to stress thie importance of reporiing incidents and must aiso be seen to be taking
appropriale action to prevent or minuiinse the risk of further incidents. If staff sea that
acton is being taken, they are more likely tc report incidents.

Reporting incidents serves a numbear oi puiposes:

¢ Individual iricidents are highlightzd - managers are thus ablc to take appropriate
remedial action and support staff as appropriate
Spates of incidents can alert managers (© hot-spots’ which may require greater
intervention than an individual incicer

e |n some circumstances, CEV or your health and safety officer may wish to be
invoived in the incident investigation - the reparts ensure that incidentis are brought
to their attention

e Where stall suffer injury, the reporic trigger, when appropriaia, reporting under the
RIDDOR Regulations

e Data from the reports is input onto a database, allowing the production of qua:ierly
summary reports and annual statistics - sc2 below.
Copies of reporis are vital for dealing with subsequent insuiance claims.

Not reporiing incidents causes a number of problems:

e Non-reporting of miinor incidents can lead to e cuiture where incidenis are ignored,
rather than beirig aciza upon. This can recuit in not spottina procblenis, and acting
upon them, untl! they have escalated into major incidents
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« Non-reporting also reflects directly on statistics; which can affect how senior
rnanagers, and others, perceive the exient cf vicience and aggression. This can
have arn adverse effect on setting piiorities and allocatinig rescurces.

e i services are inconsistent in1 what they report, siatistics become flawed. Thic can
cause problems e.c. witi analysis of trends, et

Quarterly and Annual Reports
All incidents are enterec onto a database, which allows the production of cuarterly
sunmmary reperts and annual statistics

Quarterly Incident Summary

Each quarter, incident summary reports are preseniec (G Service health & safety
corisultative groups ana management teams detailing all the incidents o violence and
aggression over the lasi three months. 1hece are presented as summary reports rather
than sets of statistics, since statistics over such short periods would have little validity
and could be easily distorted by reporting blips. Renoiis are also made available to the
i rade Unions for their inpu

The narrative nature of the reports aliows for two important checks. Firstly
managars/supervisors should einsure (nat all incidents in their area of responsibility
have Leen reported. Secondly, line managers should scrutinize the ‘Notes™ cection
against each incident to enisure that an appropriate investigation was carricd out and
suitable action was taken - the notes seciion contains a précis of what nappened and
more importantly what action was taken to prevent a recurrence. If no action was noted
on e incident report thic will be stated in the notes caction and should srompt line
managers to ask fuithier questions.

Annual S{atistics

In 2dcition to the quarterly sumimaries, CSU produce an annual report highlighiing

stalistical data on agaiessive incidents. The report includes the following:

e The total numbers of violent & aggrecsive iiicidents reported to CE!!, broken down
by Service Group and category (physical assault, threatening behaviour, verbal
ahuse, other)

« Incident rates, calcuiated per 1000 employecs, for both the Councii @s @ whole and
individual cervices. This allows more meaniigiul inter-department, year-on-year and
inter-authoilty comparisons.

The annual statistics are reported to the Senior Oriicers Forum (Health & Safety) and
are made available to Service health & saicty consultative groups arid management

-

teams. They also formi part of the corporate Health & Safety Annual Report.

Invastigating Incidents

Following an aaarsssive incident, line managers must ensure that ain appropriate
investigaton is carried out to find out what happened and (o ensure appropriate
measuies (review risk assessniaril, update procedures, arrange training, ete.) are put in
nlace to prevent a recuirence. In many cases, (he investigation will be siraightforward
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and might consist mainly of debriefing thie staif involved; this meay (oke place at the
same lime as (he report form is being cormpleted. However, in more complex cases you
may neaa a more formal investigation (which might invo!ve CSU and/or your health &
satcly officer) - CSU will be publishing guidance on accident/incident investigaiion;
nowever, in the meantime please contact CSU or your safety officcr for further advice.

Note: any action you take as a resuit of the incident must be rnoted in the ‘Outcoime;
Action Taken’ section of the report form and any revisions to risk assessments must be
yrought to the atlention of relevant staff.

Bost incident Supnort

Following aggressive incicents, it is essential thal managers act quickly i order to avoid
long-term distiess to staff. An agaressive incident can be a suaden @nd frightenina
experience; the impact of which, on slaifs’ physical and menta! health, can be lcng
lasting and not always obvious. Siaff may require support and care from both mariagers
ind work colleagues to help them recover; in some cases specialist counselling may
Iso be necessary.

Managers should be aware thai sending a distressed employee home to recover is ot
necessarily a good idea. Returning to an empty house takes staff away from the support
and understanding that colieagues can provide; sitting at home, a'cne, can also cause
staff to start (0 blame themselves. [t is therefore important to considecr employee’s
wishes before you take this course of action.

Juring and immediately following an incideni siaff are likely to suffer a number of

symptoms which it not acknowledgcd and dealt with, could !'2ad to low morale and

inefficiancy. Symptoms are likely to inciude:

® Angcr

e General mistrust of siiangers and warinass of customers/clients

e Fear and aiixicty attacks, largely ccnnected to a fear that ti¢ incident could recur -
fear of returning to work is a cormicn reaction

e Feelings of helplessness, isolation, frustration and vulnerability

» Guilt that thev somehow contributed to the incident and are partly responsible
Loss of contidence, loss of concentration and sometimes [oss of memory. Despite
this, recall of the event will gencrally be vivid and siaff may need to talk about the
experience

e Physical symptoms cuch as sleeping difficulties, ioss of appetite, trembling and
outbursts of cryiing

Initial Respoiise

A\n initial response should take place as soon as possible after the incident has
ccurred. This can take the form of an informai group meeting. involving all those
Involved/aficcied by the incident, or may involve talking to inaivicuais. This type of
support docs not have to be complicaled; a simple chat, noling measures to be taken,
or not as the case may be, may Le all that managers have to do.
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iL1c important that stafi iee! supported; managers should respond to their immediate
needs and ascure them that wanting support froni others is a niormal reaction and is not
considered a ici'ure on their part. It i= also important that & key pcrson, who has an
undersianding of the likely impact of the incident on staft, is involved in the support
process.

An effective, initial response is crucial to an employee’s ability to cope in the longer
term. If carried out sensitively, it helps avoid loss of self-esteem, and can help avoid
situaticns where staff fee! they are unable to carryout certain tasks and cuties.

in addition to giving staf an opportunity to exnress their feelinas, ihe iritial response

should 2!so cover practical issues such as:

e An ouliine of the incident repcriing procedure

» 'What happens nexi, .., arrangements for investigating the incideiit, who will be
responsible and how will the findings be reported back

e Police involvement - what assistance is available if required

e Further support available and how staff can accesc |

« Sick leave and pay arrangements if appropriate

¢ Legal advice and help in taking proceedings against the assailant, i desired.

Criminal Froceedings and Gaing to Court

Occasionally, aggressive inciderits will result in criminial proceedings being taken
against the perpetrator, wriich may end tip in Court. Most staff will have litile or no
experience of the court and criminal justice systems, and will be worried about dealing
with the police and giving evidence. In addition, the process may reawaken memories of
the incident itself, which <taff may find a distressing experience. Conseauently, all staff
invoived in giving evidence or going to Court will nead care and support at cach stage of
the legal process

If reouired, additional support can Le accessed via a numiper of routes, including HR,
local Victim Support sciiemes (see below) and Trade Unions (see below).

Counselling & Victim Support

In addition to any initial support staff may also need =xtra time and help to overcome
weir fear, anger and siresc . If further support is requirecd, Occupationai HHealth has
access to an independent and confidential counselling service thet allows staff to
discuss their experience in a supportive non-judgemental enviroriment. The service cai
be accassed through Service 1R zanis.

n some circumstances, siafi may also wisi (o contact Victim Support. Vicim Support is
the national charity that helps people affected by crime. They provide ‘iee and
confidential support to help victims cope with their experiences. They can also provide
information on court procedures and, if required, soinsone to accompany the victim to
CoUl.

Contact details. Victim Subport:
Telephone 545 30 30 90C
Email: supportline@viciimsupport.org.uk

VWeb site www. victimsupport.org.uk/
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Note: Victim Support can provide suppori even if the crime is not reported to the police.

iracle Union Support & Helr

Union members may alco wish to contact thelr union for practical advice, help and
support. Unions have support mecihznisms in place for staff who are victims of
aggression, wiiich includes accecs (0 legal advice through the unions legal service.

staff should contact their local shop stewaras, or union office for further information.

L eaal Advice and Represcntation
Following an aggressive iiicident, the police may decide to prosecute. in addition, the
employee affecied may also consider tringing a civil action against the perpetrator

Where an employee decides to pursue a civil action, only that individual employee can
lo so; the Authority may not act on their beh=if

In these circuristances, advice and sugcport for employees wili be available from

Resources & Support’s Lega! Sarvices and the following procedure should apyly:

e The employee’s Chicf Gificer in consu!tation witi the Chief Legal Cfficer will review
the facts and decide whether the Authority should support the cinployee or if
alternative acticri should be considered.

e The Chief Legal Officer will deteimine whether there is a case for legal actiori, 2nd
will inform the Chief Officer of his/her decision.

Available options include the followina:

e Thatlegal representation should be provided by the Courncil's Legal Services; o

s That the cost of the individual's private solicitor shouid be met by the Council (i a
possible conflict oi interast or other reasci warrants it); or

e That no action siouid be taken.

e The Council's decision as to whather or not to proceed rests with the Chief Legal
Officer and is final.

» The Chief Officer will notify the employee of the decision regarding action to be
taken. If the d=acision is not to provide legai zdvice/representation to bring a civil
action s/he will explain the reasoiis ana give information about any other options or
course of action available to the meriiper of staff.

In circumstances where an injunction against the perpetrator might be appropriate,
application wi!! he made by the counci’’s in-hcuse legal services or by the individual’s
private solicitor; with the costs being met by the council. Sucii circuinstances will be rare
and the decision to initiate such aclion will only be taken in the likelihood of further
langer or attack. The appropriate Chief Officer will be responsible for taking such a
lecision in conjuiction with the Chief Leaal Ofiicer

Anv decisicn about withdrawa'! of Council services will be rmade between the relevant
Chief Officer and the Chicf [ egal Officer.
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Sickness Absencea, Sick Pay and Inzsuiance

Sickness absence resulting from an assault at work will be registered @s industrial injury
absence tor National Insurance purposes. It will not, therefore, count against the
empnoly=es entitlement to sick pay

Staff covered by a bcnus scheme will receive sick pay calculated on average bonus
earnings during the period of absence.

The ccale of allowances (o which the employee wil! be ¢ntitled will be the same as for
normal sickness abcance, details of which are in the Conditions of Sarvice for Local
Government emp!oyees. Staff should contact (heir HR Officer for furiner details.

An emp'oyee who suffers a fatality, permanent phycical injuries or disablement, ac a
result of assault at woik, is entitied to make a claim against the Counciic ‘Personal
Accident Assault Policy’ - which provides a sel iump sum payment to successful
claimants. This policy also entitles employees to claim for loss, or damage to personal
property. All claims must be made to the Insurance Scciion (Resources & Support).
Paymenis made under the policy do not stor emplovees also taking out personal injury
claiims (emplover’s habiiity) against the council

Note: to qualify for any of the above henefits the aagressive incident reporting
proccdure must be followed

Notes

Cenural Safety Unit and Occupational Health Unit welcome comments on this Guidance
Note and are able 10 proviae further advice on aggression, risk assesement or any other
health and sa‘aty cr occupational health iscue.

This Guicance Note supersedes all previous guidance or aggression issued by Ceniral
Sa‘ety Unit. In the inteicsis of quality assurance, plzase destroy previcus guidance.

Please contact Central Safety Unit if you would like to receive an electronic version of
this Cuidance Note.

Further Infcrmation/References
e FEreventng Violence to Siait

v Violence in the Cducation Sector

e HSG 133 - ‘Preventing Violence to “etail Staff’
Availzble from HSE Books or good book shops

¢ INDG 69(rav) - ‘Viotence at Work a Guide for cmployers’

e INDC 7i63(rev1) - ‘Five Steps to Risk Assessmen(’
Free |laaiiet available from HSE Books
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Appendix 1

P " - (Y
V/OLVERHAMP TON CITY COU.CIL IK1
ACCIDENT & AGGRESSION REPORT
- -_- — oh ;‘.‘«._; refc: to Health & Safet. Pro. goi-r\laes #1 - ‘u"c_.‘_:* Jice jon’ a4
Reporting Departmeni.
Saction/Schocl/Depot:
FjurediAssaulted Person % - \ 'y : 1% - \ B :
Forenames: Tel:
Surname Age:
Home Address: | Sax \
Dc They Consicer Thenmselves Disabled? YN
Emplovee O Job Title: ... ‘ontracior O Company: ... e
Client/Service User O Student O Visitor O Other O (Specify) B oo e N
Ethnic Origin (tick appropriate box)
White Mixed Asian / Asian British Black / Black British Chinese / Other Ethnic Group
01 Siitish O | 10 whii & Slack Caribbean O | 20 Indian 1 | 30 caribbean 0 | 40 Chinese |
2 lrish O 17 Wiile & Elack African O 21 Pakistani 1 31 African O .
2 White & Asian 0O | 22 Eanglad=shi O
1 U4 Other White background C | ther mixed background O 29 Ciher Asian backgiound O 39 CiherElack backaround O | 49 Other Ethnic Group L I
|_In".'to‘n_D_t‘a.. _-_- ‘__‘ _-_- /
Location: Late - - Time:
( Reported To: Date: - - Time: -|
Type of £ ccident; or... * see CSU Procedural Note #1
ors v - I < | 5ee rocedurai Nole & !
\ RIDDOI | Non RIDDOR \
S Day” O Azjor O Fatality O Mirior/Other C ‘Near Miss'/Damage [
Disease” O Dangerous Occurrenca O Treatment. ¢ AidO Doctor 1 Heospital O

Fospitalized (Public)* O  Note: Accidents fo ii= public are only RIDDOR reporiabls if (a) the injured person goes straiahi io hospital AND (b)
the accidern was work related; otherwi== they are ciassed as ‘Minor/Other’

Verbal Abuse O Threatening Behaviour O Physical Assault O  Other (SpecCify) O ....eeeeeieeeeeeeeeceeeeee e,
Polire Involved? O (Detail Over) lin Acddition Do You Consider This A Racial Incident? O
™ F‘{JDOR Applics ' - \ "B . °4a RIDDOT. ref 1rt||‘\ _Lrsﬁuy Done By Department Eﬁr I
Date HSE INatifiec - By Whom A AR e
Method Phone/Ermaii/Post IRCRERE DT ocomnnnnnnn NE R Wiz
"Assailant Details (If Relev.w_p Dt _-__ B _' - _-____

Name: Tel:
Addre=s: Apporox. Age:
Ca \
( ¥
I N

Other Relzvant Details:
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Witnesses _ontinue On Separate Sheei IF MNocessary

Name: Name:

Address. Adares:

1 | \

Tel: Tel

Injury (If Relevant):

Neserintion Of Incident/Damace \

uicone/Action Taken to Preveint Recurrence Continue On Separate Sheet ITNP’!SU._,\

I
—

‘ ‘
NPV 3 . § 3

| Repo T 7:,f-(\/‘ictim or Their Supervii')‘ Y —_~;'~-t»“_° _,j-ned (Line Manager) . Y
Name: Name:
Position: Position:
Signature: Signature:
Tel: Date: - - Tel: Date: - -

Once comipleis. slease ensure that ou:
(@) Retain & copy i this form on site;
(Y Forwvard ¢ email a copy of the comip'eted 7orm to your Deparmental HiX Team or Administration S ection who will

-

_ 0 waid a copy to the Centra! Safe ' Uiit, Performance an ' L - veiopment

Departmental HR/Adminisi 2*ion Use Only

Received - - Forwarded To CSU By:

| CSL' Lge Only - | AN - |

( Acton/Recommendations \
HSQO Signature: Database Ref: Date:
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Apoeindix 2
Accident & Aggression Report (IR1) -- Notes for Completion

A~ IR1 form must e compleied for:

e All accidents to stafi,

e Accicents 10 visitors, students, clients, eic, where the cause 07 the accident is related tc the way we
~ork o the condition of our pramises, etc.'

v /ggressive incidents to swaff.?

Filling in The Form
Hopefully the form will be largely self-explanaiory, however the following notes may help:

Repoiting Departmeni; Section/School/Depot

Femember the forrii is ooing to someone, outside your Service, who doas ot know the structure as well
as you. Pleasz give cnough detail to ideniify the source; avoid abhbreviaticns and make sure you give a
base Incation (c.g. as well as ‘Night Visiung Service’, indicate wiiere tric Service is based!)

'njured/Assaulted Person
Flease give details ¢ the ijured/assaulted ncison. Please try to include all information requested
including age, sex and if ihe person considers himself or herself disabled.

If th= incident was to an employee - note their Job Title. If the incident was to a contractor - note the
:ompany.

Ethnic Crigir s as per ihe current census categorics and is needed for reporiing aggressive incidents - it
can be ¢t blaik for accidents.

Typ= of Accident; or... ...Aggressive Incident
ii reporting an accident plaase tick the appropriate box(es) to indicate the type” of accident and
subsequent treatment

When reporting an Aggressive Incident, tick the appropriate boxes. You can tick all that apply however

slease note that, to avoid double counting, Central Safety Unit (CSU) will only record the most serious
{/ve indicated i e. Physical Assault >Threatening Behaviour > Verbal ALues®

Note if phiysical assault resulted in injury piease also include thos= delalls under Type of Accideit.

Folice involved - If the police are invoived please tick tha box and note the incident number ini the
general description ¢f the incident, as this will he useful in any subsequent action

Racial Incidents - Racial Incident is defined &s “any incidents regarded as such by the victim or anyorie

else”. Thus if the victim thinks the incident is racially motivated but the manager does not or vice versa, it
snouid still be recorded ac siich.

! Please nu '« accidciis due to a medical condition o somenne losing their balance, efc and injuries resulting from those typas of incidents,
are not reporiable to C5U. In addition, incidenis invelving clients (e g in Social Service esiablishments) are only reportable o CSUf there is
cvidence that the accident was work-related - loca! guidelines have been is=ued

Additional note for Social Services =0 iesuon” - some incidents that fall outsice the remit of health & safeiy may =U!! be reportable to CSC! o
OFSTED. Please seek local clarfication if necessary.

> CSU only record Aggressive Incidents to Staff (by the public). The following examples of aggression are NOT reportable to CSU-

®  =tuf on Staff - this should be den't with using the Discipline, Grievance an® C apabilities Procedures

N  Stz'f on Public/Client, et - 'hic “hould be dealt with using the Cempiaints Procedure

€  Client on Cliceni (e g . pupls or Service Users) - whilst these incidenis should be recorded iacally, and may aiso be recorded at a Service
level they are outsic e the remit of Health & Safety &0 do not nead to be reported to CSI

CSU Fiocedural Note #1 explains RIDDOR in dets

" Lol recognise that in certain circumsiances verbal abuse can have grealer consequences for the victim than physical as cauii. However, in
ost cases the above will be appropnate
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Nota: racording something 25 a racial incident does not nececsarily prove that it was!

liv accordance with the Cily Council’s Racial Incident monitoring procedurss, where the incident is
considered to be a Racial Incident, managers chotld note in the Outcome!/Zction Taken section of the
form wha! furtiici action was taken speciiically to address the racial aspects of it.

't LIDDOR Applies
To ensure appropriaic repurting, departments usuaily do RIDDOR reporting centrzlly (see Note 3
above).

Assailant Details
“leasc give details of the as<ailant(s) when reportina aggressive incidents.

Note we no longer ccilect the ethnic origin of the assailant since this is like!y (0 be subjective. Howevel
to aid identificadon (especially if the Paoiica are involved) please note appearance, etc., undar Olher
Re/evan! Letails. The assailant’s re!ationship to us (if anv, should also be noted here (e . pupi!, parent,

lient, public, intruder, etc.)

Witnesses

The names and addresses of any witnesses snould be recorded and, where there is a potential for ciaim,

a hriaf signed statement shetild be taken. In case of doubt, contact the insurance section for further
larification.

Describe What Happeiied...

Give an accouii of the incident including any relevant events '=ading up to it - e.g. in the case ol
aqgressive incidents, what was the inten, if any, of the as=ailant” iNote details of Police o othicr agency
volvement. If staff subsecuently have time off or were acvearsely affected please recora relevant
aetails.

Outcome/Action Taken...

Managears must ensure that all accidents/incidents receive a suitable level of investigation and should put
1 place measures to minirnic2 the risk of similar accidents/incidents recurring. Any @ction taken should
be noted and this section must be completed even if no further actior is considered necessary or
appropriate. Fleasc aisc indicate any revicw oi risk assessment(s) underiaken and any legal action to be
pursued.

Reported By... Counfersigiiad..

Most of the form shou!d be coipleted by, or ¢ behalf of, the injured/assauli=d paison and they (or isil
supervisor) should sigin it. In addition, an approvriate line manager should ensuie that the section on
Qutcome/Action Taken is completed and countersign the report to acknowledge they have seen it and
checked the contents.

Cnce complet=d, one copy of the form should e kent on the site to which it rel2es and another copy

sent to vour HR Team/Administration Section who will forward a copy to ©SU

Retention of Records

IR1 forms and any investigation reports need to Le retained for insurance purposes. Insurance Seclior
have advised that, given the timescale allowed to bring claims against the authority, the forms/reporic be
retained for at least 5 years or, in the case of children, until they are at least 18 (whichever is the greater)

I addition, it is recommended that RIDDOR reparts be relained for six years fallowing an incident.

Please ncte:

The pnimary duty to retain records for l2oal and insurance nuiposes rests with Services, covies sent to
-l are primarily used to produce siatistical and othei reporis and should not be refied Upoii as a back
Lp copy. In any case. Lol will only keep copias oi (aports for 5 years; all olcsr iecards will be

destroyed.
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Procadure Following an Aggressive Incident

1

. Firsiy, ensure that all injuiiss are treated. Mariagers imust ensure that suiab'e first

aid is offered and/or ihe einployee transporied to hospital, as appropiiate.

All incideiits of violence ana aggression must be reported to a supervisor or lin:
manager immediately.

If the incident involves a criminal act, st the discretion of the miember of staff, the line
manager shoula notify the Police oi the attack. In the event ¢i a serious assaul’, the
line mariager may decide it is imperative to inform the Folice irrespective ol ine siaff

member’s wishes. Should a written statemeiil be required at a Police Station, staff
may be accompanied Cy the line manager, ¢ union representative and/or friend.

If the Police decide not to prosecuie, the staff member has thie right to procecd wiii
a civil action (see section - Legal Advice and Representation)

Line managers should ensure that @il ‘Accicdent & Agaression Report’ form (IR1)
is complelea immediately following ihe incident; whilst mernories are still fresh. The
report form must be submitied to CSU (usually via your HR or administratioi
section) or directly (o your health and saiety officer as soon as poscib!e. Note some
incidents that recult in injury may need to Ce reported under the RIDDOR
Regulations o HSE (see CEU Procedural Note #1 Accident !Naliiication);
consequeriily, you should ensuire there is no undue delay so that any report to HSE
can be made within the timescales allowed.

Line mzin=aers must also ensure that an appropriate investigation is carried out o
find oul what happened and (o ¢nsure appropriate me=sures are put in place to
orevent a recurrence. In maiy cases, the investioation will be straichiforward and
might consist mainiy ¢! depriefing the =(aif involved; this may take place at the same
time as thc report form is beina complei=zd. However, in more complex cases vou
may need a more formal investication - CSU will be publishing guidance on
accident/incident investigatior:, nowever, in the meantime please contact CSU or
your safety officer for further advice.

Note. any acion you take as a result of the incident inust be noted in the ‘Outcome.
Action Taken’ section of the repcit form.

. Following any incident, iine managers must review appropriate risk assessments

and updaie them as appropriale. Any revisions must be brought lo the attention of
relevant siafi.

Staff will need to be debriefed as soon as possible after the incident. In addition, any
staff affeciad by aggressive incidcnis must be given the opportunity to discuss the
matter wilh their line manager, supaivisor or other appropriate person. Managers
must ensure that staff have the opportunity to discuss the matter fully and should
wake the opportunity (0 advise staff of available supports/copping mechainisms, and
how to access them.
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rreventing Vic'lence & Aggression te Starf - A Chacklist for Managers

Ensurina that staff have adequaic fraining and information will help them to respcna
appropriately in difficu!l circumsiances. Staff, who are well informed, confident of the
iacts, know where back-up can be found, and are clear about the extent of their
personal responsibilities, deal with custormers more effectively and efficiently, regardless
of the service being provided.

However, there wili bz occasions when sta'f, have 1o respond t¢ situations wnat they
have little conirol over. For example, decisicnis made that, of nacessity, follow council or
governriient policy may upset cusiomers; resources might dictate that customers do not
always rceeive the responses they want; and, on occasion, decisions made or acuons
taken by other depaiimeriis (or other public bodies; can make custoimers respond
negatively in all their d=aling with ‘the ccuncil” or ‘authority’ in general.

Trainina will help in these situations, but further management action may also be
required, including clear cornmunication to customers and appropriate support to staff
on the receiving end ol aggressive behaviour.

Whilst dealinig with difficult cusiomars is often unavoidabie, staff must be aware thatl
they do not have to put up with aggressive behavioui. They need to know inat any
concerns they have will be laken serioucsly, and that they will not be macde (o feel foolish
or inadequate if they call for help or use the panic alarm.

Custiorners must also be aware that we will not toleiate violent or aggressive behaviour
towards staff.

Managers must ensure that risk ascessiments are carried out and that appropriatc
controls are in place to minimise (e risk of violerice towards staff. Assessment(s itust
be regularly reviewed ¢ ensure they are having the desired effect.

Managers must also investigate any incidents of violence and aggression to help
identify any shortcomings and ensure that appropriate ction is taken to prevent or
minimise the risk of recurrence.

Is the Custormer Eititied to be Anary ¢

When ooking at potential causes of violence and agarescsion it is worth looking at the
services and the way they are provided - it may be possipble to design out problems or to
yut in place controls (o minirise the risk

The following questions may help to identify potential problems - which should then be
addressad:

e Does the customear have a legitimate cormplaint

Could the service, or its presentation, be iniproved to reduce cuslorier frustration?
Would changes in practice or improved staff training irnprove the service?

Are ermployees put in impossicle situations? (e.g.. lengthy queues with few stall on
duty inevitably leads to customer frustratioii)
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If delays are unavoidable, do you keep customers informed, and let them know how
long thay wiil have to wait?

Do staff have enough inforniation to provide a professional service? Providing
wnaccurate information can lead to dissatisfaciior, e.g., promising aciion that cannot
be delivered).

Has the custorier environment bean considered (e.g. are there sufficient chairs i
waiting areas, toys for restless cnildren, access to public toilets etc.)

Is the Complaints Procedure clearly displaved? Do staff know what it is and how to
advise custoriiars?

Avoiding or Minimising the Risk froin Difficult Situations
Addressing the followina may aiso help remove or reduce the risk of violence aria
aggression:

n

Do emplovees know how far to ao with a problem before aetting help?

Is there scimieone responsible avaliable to provide help if needed?

Do both staff and managers know what to do if there is a problem? Are procedures
up to date?

How gooad is your security? Have conirols such as screens, panic buttons, etc., been
considered” Are they appropriaie zind do they reduce (he ricks to acceptable levels’
Are designated staff assigned to respond to pznic buitons or other ca'ls for help? Is
suitable cover avaiiaile ii they are out of the oifice?

Is your pracedure for handling moniey robust enough? Is it reqularly reviewed?

Is there a locations book’ that details: - where staff are, how they can be contacied
and their expected return time, when working away from their normal place of work?
Is there a procedure for what to do if staff do not come back whan expected?

Is the safely oi staff considered whei planning new services oi taking on new
premisas? |s staff safety a consideratiori when arranging work rotas, cover for
nolidays, budgeting, etc?

Do staff have accesc to information about service users, clients or lceations where
there is a knowii prcblem? How is that iniormation collected, recorded, relayed to
staff and passed to other depaitniants as appropriate?

Are staff saiety considerations taken into account when seiecting rooms usec for
meeting and interviewing members of the public?

Is there a clear ascape route for staff to ieave by if the necescity arises?

Where slaif are required to work alone, inisolated buildiings, or outside of ‘core’
hours, can iney contact soteorie {0 get help if needecd?

Is there a procedure for deaiiing with anima's, particularly dogs, both brought into the
workplace and encouritered on home vicits? Is information about preniises where
dogs are a knowr problem made available to staff before iney undertake visits

Are incident report forms available 0 all staff? Are they ericcuraged to complate
them?

Is information fed back to staff about actioi that is taken following an incident?

Are safety 1scues aired regularly, e g. at tcari meetings, supervision sessions efc.
Are there regular training and ‘refresner’ opportunities for siaff in relation to 2l
aspccts of staff safety?

Are there regular satety audits and reviews of satety procedures?

Do you kncw what problems your empioyees face at work?
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vealing With Aggression - A Guide for Staff

Whilst dealing with difficult cusinimers is often unavoidable, staff should be aware that
the v do not have to put up with aggressive behaviour. if there is a problem, stafi should
make their line manager aware of it as coon as possible and their line managers must
ensure it is dealt with appropriately.

In aaditon, staff must feal supported and not made to tfeal foolish or inadequate if they
call for help or use the panic alarm.

Customers must be aware that the council will not tolerale violent or aggressive
behiavicui towards staff.

Avoiding Danger
There are probably already systems in place to keep staff safe; however, the following
may also help:

~lanning Ahcad

A little pre-plarining can reduce the rick of aggression both at and away from the

workplace.

e Scine situations have a greaier potential for danger than others; be alert and keep
your wits about you at aii times, particuiary when: you are away trom ‘tie office’,
away from support systems or in new o: unusual situations.

e Before visiting customers in their home check, any information held on file. Also,
check information on others who may be at the addiess. If the information indicates
the potentia! for violence, you may need to rethink the visit or put further measures in
place /e.g. 10 wiin a colleague or, i1 exieine cases, police support) to ensure your

safely
e Coric staff feel uneasy when visiting high-rise fiats and find both lifts and stairwells
intimidating. Persona! alairms can give some reassurance - if set off within stairwells,

echoes within the ctairwell itself can intensiiy their effects. If using lifls, trust your
intuition and avoid sharing the lift car ir you feel wary of other passengers.

e ‘Wherever possible, arrange for potentially violent ciistomers to visit you rather than
/ice-versa. This allows more control, however, be prepared for any disruption they
rnay cause whilst on out premises.

e Think about ways to reduce the rick. For example, whcn mecing a customer in il
interview room - if you susp=ct thie customer may react negatively to what you have
to ell them, ask a eolleague (o contact you! after five minutes to check it you require
assistance.

e All staff should be ramiliar with panic a!arms, what they sound like and how they
should respond if a colleague sets one off.
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Aeeting Customers

Most customeis will cause no nroblems, however, when d2aling with the aggressive

minony:

e Trust your intuition - if ycu: sense something is wiong, take action to reduce the risk,
e.g., ask someoie to join you, shorten the interview or, in extreine circumstances,
withdraw frorm e situation.

e Avoid becoiming ‘piggy in the middle’ - do not get involved in family disputes anc
definitely do not take sides.

Do not behave like a ‘victim’ - if customers wreat you in any way that feels offensive,
be asseifive and speak up. In public areas, this can result in the customer
withdrawing (thus removing the problem) rather than risking embarrassment.

¢« Use ‘code’ systems, € 9. reccptionists can alcrt staft about waiting customers who
may be angry or upset by using agreed ‘code words’; similarly, stafi wio require
assistance can use ‘code-words’ 10 alerl colleagues that thiey need assistance

e If attacked, whilst ‘on district/workiiig in the community, do rot fight for your case o
bag - it is not worth risking injury and they can be replaced. If you suffer loss or
injury, as a resu't of the assault, contact Risk Management & Insurance Services
who will aclvise about the claims procaedure.

Deiusing Anger
Ii customers are frustraled or annoyed, it is impoitarit that staff do not inadveriently
make a bad situaticn worse.

Customers mignt be frustrated for 2= number of reasons; they riiight have been kept
waiting (by more than one department) or they may, in their eyes, have been ‘fobbed
ff’ by departmeiits ‘sending them in circles .

Custcmerc may have unrealisiic expectations of the services we can provide; even =0,
they may not appreciate being old why we cannat comply with what they sce ac a
‘reasonable” request.

When faced with difficult situaticns, the following may help:

e First, try to remain calm and iri control; the most effective way of doing this is (0
make your bregthing more measured, deeper and slower. This will help overcome
the effects Gf acrenalin and enable you to think clearly, sc that your actions are more
likely to be helpiul and appropriate.

e Lisien to the customer and ‘hear inem out’, even it you have ‘heard it all b=iore’, or
you think they are “irying it on’. The fact that you are paying them ailention will often
help calm the siluation

e Show tha! you understand by iiodding and saying “yes”, where zppropriate, aid by
summarisiing what they have o!d you to show you have becn listening.

» Do not say “l know how you feel” - this may =erve only to wind the customer up.
Instead, try to empathise, for example siate that you “appreciate their concerns” and
then exp!ain what options are availabie.

e Try to explain clearly and in non-patronising, jargon frec \anguage what the difficu!lly
is in giving the custoniar what they want. Rep=sat what you have said unil you are
sure that they have uiniderstood it; pecpile do not always hear the first time when they
are angry oi upset.
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<« Be sure of your facis - do not refer customers t0 other departments or cgencies
unless you are sure that they can help. Denicinstirate your cesire (o help by offering
to telephioric and check before referring the customer ori.

e Do not make promises that cannol be met - it may caim tne customer in the shoit
term, but the customer will only return, more frustiated, when they realise thcy have
been mislead.

e Discuss any alternative solutions with the customer, but ensure these are genuine
and not just attempts to fob the customer off

e it might be helpful to gat a colleague to talk to the customer; a second opinion,

onfirming what you have said may help to calm the situation. i necessary, tell the
customer ahoui ihe appeals or compiainis procedure.

e Do not make angry customers wait unnecessarily. | eaving someone to “coo! down’
can have the opposite effect, particularly in a public waiting area where other pcople
might get involved ainc further wind-up the customer. This can leaad o situations that
make it difficult for the customer to ciimb aown or comprise, becausc of a perceived
loss of face.

e You might want to consider removing the angry ctictomer to somewhere more
nrivale so that they no longer have an audiciice. However, the beneiits of this must
be weighed against potential risk from being aione with the custorner.

e When meeiing the customer in private (e.g. in interview rocins), make sure you hewe
a clear exit route and ensuic thal the customer is not beiween you and the &

e Avoid an aggressive staince, e.g., crossed arme, hiands on hips, wagqing finger or
raised arm - this will oniy inflame the situztion.

e Never turn your back on the customei - if you are leaving, move gradually
backwards. However, if the situation becomes dangerous, get away as fast as you
can - never remain aione with an actively vieolent person.

e [Fyou cannciget away, then scream, yell, and activate the panic alarm. Try to attract
attention, gat heip or scare off your attacker.

e Femember, you are more imporiant inan property. Do not risk your safety to orotect
imoricy, equipment or premices. Make sure you are sdfe, and then report the
incident.
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Practical Tips
A Tew practical tips may also he'o reduce the incidents of violence and acgression:

On the Telephon:

Hear the custoiiier out - try not (o interrupt and wait until the cusiomer is reacy (0
listen to you.

If someone is abusive, tell them clearly that you want help but will not accept abuse
or threats. Exp'ain that, if the abuse ccritinues, you will have o hang up.

If vou are worried about the reparcussions of cutting soimsone ¢if, wait until you are
speaking and then terminaie the call. Since people do ot tend to cut themselves off,
the caller will assume it is @ iechnical fau't.

Report the incident (o your manager

Visiting Homic< and Premises
When visiting customers, clients, parents, or service-users in their homes or prenises,
sonsider the following:

Us

Information

e Does anyone at the address have a history of violent or aggressive behavicur?
IS there a robust procedure for reporting ana recciding this?

How do you check this information?

e Is information readily available and flagged up to the ncixt member of staff who
may visit”
Support:

¢ Do you neec the support of a colleaguie or the police, etc. when undertaking the
visit?

e hat support is available to you back at base?

» How will you alert colleagues to any problemis and enlist their support?

Am | traceable?

e Does vour riianager or colleagues know where you are?

¢ In an emergency, can they contact you?

Plan where you are going:

e Try to be sure of the exact location of 2any address you are visiting before you set
out. Wanacring around, looking Iosi oi acking for directions can leave you

N ’ - ]
/dlnerable.

‘'ng your Car

When driving it is advisable to keep the car doors locked, especially at iraffic lights
or busy junciions.

Look out for anyone showing an unusual interest in your car and, if approachiad
suspiciously, sound your horn.

Keep your hancbag, briefcase, jacket, lapiop, mobile telephone. etc., out of sight
e.g. under the seats, or in the boct.

Do noi stop to help anyone who has broken down, or wha i1 asking for assistance
drive on and telephone thi¢ police if you think il appiGpriate.

i hink about where you park; ensure you [2ave tne car in a well-lit place, ideally,
facing the direction of escape if in a cui-de-sac, car park, =tc

When returning to your car, check that there is no one inside betore getting in.

Nov 2006 Page 23 of 24



CSU - GUIDANCE AGGRESS!ICN Appendix 5

If there are people nanging about, or sitting i your car, do not ask theim what they
are doing; tnis will identify you as the driver aiid inay bring unwanteq attention - wa'k
away anid call the police.

Have your keys to hand whan rslurning to your car 3¢ that you do not have 0 fumble
in bags or pockets

At service stations, lock your car before going inside to pay.

Plan your journey; getting lost and askirig for directions can leave you vulnerable.

If you think you are being followed, keep driving and attract attention by flashing your
lighte and sounding yeour horn. Stay on main rcaas and drive to a police station or a
cervice station where there will be other peooie about. Be speciiic when asking
people for help, e.g., ask them to cali the police.

On The Doorstep
Rermember, you do not fzve to enter a propeity just because you are oil (he doorstep
and have knocked on the door.

Think about the type of job you are there to do - do vou need to go inside?

Do you know the history of the person you are visiing?

Assess the reaction you receive from the cusiomer when you ideniify yourself.

It you assess the rick as unacceptahble, change the purpose of the visit so you do not
have to enter the premises at that fiime, e.g. make an appoiiitiment for yourseif aric
colieague to visit at later dale, or riiake an appoinirnent ior the person to visit you at
the office.

If you decide to enter the premises, inviie the person to lead the way, teiling them
that you will close the door; this enabics you to make sure the door is not
deaclocked. It also means you are nearer the docer than the customer and so can get
out il necessary.

Vhen invited to sit dowrn, choose as high a chair as possiblc a5 it i often difficult to
get up quickly from a low sofa.

D\ 9

»

cven if you like dogs. it is always advicable (0 ask the person if thay mind putting the
dog out of the way whnile you are there. This is particularly importaint if the person
you are visiting is likely to become upset, or angry, since the dog will pick up on this
and may react.

'f the dog is aggressive in any way and thie cusiomer refuses to remove it, you
should consider 'caving. In any case, you should report this to your manager, who
shoula ther write to the customer insisting that the dog is reiiioved, or tied up, during
future visits.
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