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We invite you to come on an exciting learning journey.

 Discover, create, invent, explore.  Join the adventure …….

Violence & Aggression at Work 
1.0
Statement of Policy

1.1
As the Employer St Helens Council has a legal duty under the Health and Safety at Work etc Act 1974 and associated Regulations to ensure, so far as is reasonably practicable, the health, safety and welfare of all its employees whilst at work.  This includes the requirement to protect employees from exposure to all reasonably foreseeable risks of physical and verbal abuse. 

1.2
The Management of Health and Safety at Work Regulations 1999 require employers to assess and manage risks, including those to personal safety and record their findings.

1.3
The Equality Act 2010 requires employers to eliminate the prohibited conduct of discrimination, harassment and victimisation from the workplace.


1.4
St Helens Council does not tolerate violence or aggression of any kind, whether by an employee, manager, third party or a member of the public.


1.5
The Council recognises its obligation to be supportive of any of its employees who are victims of assault arising out of their official duties.

1.6
This Policy Statement and procedure will be communicated to all employees and should read in conjunction with any local procedures and risk assessments relevant to the working environment.

2.0
Definition of Work-Related Violence
2.1
Work-related violence is defined by the Health and Safety Executive as “any incident in which a person is abused, threatened or assaulted in circumstances relating to their work”.  For the purpose of this statement, threats of physical violence, verbal abuse, threats and intimidation and attacks on personal property will be included. 

2.2
Examples of violent and aggressive behaviour include:


· Threatening Behaviour (including written threats) – any expression of an intent to inflict harm, such as: shaking fists, destroying property or throwing objects, threats by letter, email or some other form of electronic media.

· Verbal Abuse (either face to face or over the telephone) - the use of inappropriate/threatening words causing distress, shouting, swearing, insults or condescending language, and racial abuse, etc.

· Physical Attacks – the intentional application of force to another person without lawful justification, resulting in physical injury or personal emotional discomfort, ie: hitting, shoving, pushing, kicking, biting, spitting, etc.  It may also include the more extreme forms of violence, ie, use of weapons.


3.0
Work Factors which Increase the Risk of Violence

3.1
Certain work factors, processes, and interactions can put employees at increased risk from violence and aggressive behaviour.  These include:



· Working with members of the public (face to face or via telephone).

· Working alone, in small numbers, or in isolated or low traffic areas.

· Working outside normal working hours (late evening/early morning work).
· Handling money, valuables or medication.
· Carrying out inspection or enforcement duties.
· Providing a service, care, advice or education.
· Working with emotionally or mentally unstable, or volatile persons.
· Working with persons who are under the influence of alcohol or drugs.
· Working in community-based settings (travelling, visiting homes, etc).


It is important to consider all groups of employees that might be affected. Ancillary staff such as cleaners or caterers and agency staff are often overlooked. 

4.0
Barriers to Reporting Incidents of Work Related Violence

4.1
Employees may be deterred from reporting a violent incident because:

· It is thought to be ‘part of the job’ and nothing can be done about it.
· They believe that only ‘serious incidents’ are to be reported.
· They perceive that nothing will happen if the incident is reported.
· They believe they will be blamed for the incident.
· They believe the reporting process is time-consuming and complex.
· They just want to forget about it.
5.0
Consequences of Work-Related Violence

5.1
Effects on individuals can include:

· Stress, anxiety, fear and depression (also resulting from having to deal with persistent verbal abuse).
· Stress-related health problems (often leading to long-term sickness).
· Psychological problems (eg, employees may sometimes feel partly to blame for violent incidents or feel they have failed in some way).
· Low morale and loss of confidence (which can affect an employee’s ability to do some or all of their job).

· Physical harm and injury (leading to absence from work).
5.2
Impacts on the Council can include:


· Staff retention and recruitment problems (eg, hearing of violent incidents may make the job less attractive to potential recruits; and experienced staff may leave their job if they no longer feel safe, supported or able to cope).

· Increase in Absence (resulting from stress-related health problems or a physical injury following a violent incident). 

· Low productivity and profitability (high absence levels; staff refusal to do certain jobs; high insurance premiums and compensation claims; and breakdown in client-professional relationship).
6.0
Roles and Responsibilities

6.1
Managers’/Headteachers’ Responsibilities

6.1.1
Managers/Headteachers must assess the risk of violence and aggression, or challenging behaviour, faced by their employees and implement effective measures to control those risks, with the support and guidance of the Corporate Health and Safety Section, where required.   The significant findings should be recorded on the risk assessment proforma (Appendix 1).  This may form part of a wider service or activity risk assessment, which deals with other workplace hazards.  

6.1.2
Managers/Headteachers shall also conduct individual risk assessments where particular clients, pupils or service users pose a risk of violence and aggression.  Managers/Headteachers should refer to individual care plans/assessment of needs, etc, when developing arrangements and formulating appropriate control measures.


6.1.3
When it is considered that a client to be visited at home could be potentially violent, then an accompanied visit must be undertaken.  Alternatively, where possible, arrangements should be made to conduct the interview in the office. 
6.1.4
Managers/Headteachers shall encourage employees to report any incidents of violence and aggression, no matter how trivial, and ensure that any incidents of violence or aggression are investigated and appropriate action taken/effective strategies put in place to reduce the risk of future events.  The level of investigation and actions required will vary depending on the severity of the incident.  

A factual account from the victim together with any witnesses statements should be taken while recollections are still clear and recorded avoiding subjective opinion.
6.1.5
Managers/Headteachers shall ensure that, following any incidents of violence and aggression, employees are offered suitable on-going support, as necessary.  The Council’s Occupational Health Unit provides emotional support and practical advice to employees who have been victims of violence at work.  Physiotherapy treatment following a physical injury received as a direct result of assault can also be arranged.  These can be accessed by a Management or Self-Referral.

6.1.6
Managers/Headteachers shall ensure that employees identified as being at risk from violence and aggression receive appropriate training, instruction and information.  Physical Intervention Training will be provided to any employees who are required to manage challenging behaviour using physical means.  Corporate Training can assist with these training needs.
6.1.7
Managers/Headteachers shall issue personal communication devices and personal alarms to any employees identified as at risk through the risk assessment process.

6.1.8
If an employee is subjected to verbal abuse or threats during the course of their duties, the employee’s Manager may, where appropriate and in consultation with the Head of Legal Services, send a formal letter to the member of the public concerned, warning that the Police will be notified.  Where the offender is a ‘minor’ the letter will be sent to their parent/guardian or carer.  

In minor cases, it may be considered sufficient to advise the alleged perpetrator that any repetition may lead to formal action being taken by the Council.  The letter may also state that legal action may be taken by the employee, or the Police themselves.

In more serious cases, the Council will consider assisting an employee in bringing a private prosecution or commencing civil proceedings.  In cases that are to be supported by the Council, the Head of Legal Services will arrange for legal assistance to be provided to the employee.  The final decision on whether or not a case should be supported by the Council and the level and extent of any advice, will rest with the Head of Legal Services.   

An employee would still have the right to proceed on his/her own account with either independent legal advice or the support and advice of a Trade Union or Professional Association, but in such cases, the Council would not reimburse any legal or other costs incurred.

6.1.9
Managers/Headteachers should be aware that compensation may be payable for damage of clothing and personal effects arising from an assault out of, or in connection with work.

6.1.10
Where an employee is assaulted by a fellow employee, Managers/Headteachers shall invoke the Council’s Disciplinary Procedure in consultation with Human Resources.



6.1.11
Managers/Headteachers shall regularly review their assessment of violence and aggression risks and the effectiveness of control measures. 



6.2
Employees’ Responsibilities

6.2.1
All employees are expected to take reasonable care for the health and safety of themselves and others with whom they come into contact and take reasonable steps to safeguard Council property, premises and equipment.  Employees have a responsibility to act in a way that does not incite or increase the likelihood of violence.


6.2.2
Employees are required to report all incidents involving violence or aggression, including verbal threats, hair pulling, pinching, etc, to their Manager. This is to prevent the escalation of any minor incidents into a major incident and enable consideration of any support/action the individuals require. They may also wish to contact their Trade Union Representative.


The Council’s Incident Report Form (Appendix 2) should be used to record any instances of work related violence and/or aggression against employees.  This should be completed in consultation with the employee’s Manager, who shall ensure that a copy is forwarded to their Senior Manager, Corporate Health and Safety and Human Resources for monitoring purposes.  



6.2.3
Where a physical injury is sustained, employees should seek medical treatment as soon as possible and ensure that an Accident Report Form is completed, in addition to the Incident Report Form, via the electronic Accident Reporting System.  Details of medical findings must be recorded in case they are required for evidence.


6.2.4
All employees, dependent on the circumstances, are encouraged to report serious incidents involving physical attack or serious cases of threatening or verbal abuse to the Police, as consistent reporting can act as a deterrent and demonstrates the Council’s non-tolerance of such acts against any of its employees.  Police should also be informed of persistent cases of violence, threats and abuse.


Wherever possible, the name, address and age of the perpetrator(s), plus names and addresses of any witnesses should be passed to the Police.


The Police may be prepared to prosecute on behalf of the employee depending on the circumstances and the extent of the injuries sustained.  If the Police are not prepared to prosecute, the Council may assist in bringing a private prosecution or commencing civil proceedings (refer to 6.1.8).



6.2.5 The Council recognises that it provides a service for individuals with emotional and physical needs.  Due to the nature of these issues, the Council understands that these individuals may, through no intention of their own, inadvertently injure employees due to frustration and distress.  Therefore, careful consideration should always be given before following the above course of action. The employee’s Manager should be consulted before a final decision is taken to report an incident to the Police, unless a person is in immediate danger. 

6.2.6 Employees shall be aware of their surroundings and the situation they are in.  They must not enter any situation or location where they feel threatened or unsafe.  If, at any time, an employee fears for their personal safety, they should disengage and retire to an area of safety requesting support from management and colleagues.
6.2.7 Employees must not use offensive language, threaten or use physical force even if they are being obstructed in the course of their duties.  Employees should attempt to diffuse the situation (see Appendix 3 for Disengagement Strategies).  Employees must not touch a person who is arguing with them as this can amount to assault.


If, as a last resort, it is essential to use force in defence against any attack, employees shall limit their actions to the minimum reasonably necessary to protect themselves. 

In defending themselves against attack, they should not use any object or implement since they may render themselves and the Council liable for any injury sustained and/or an action for assault against them.  There may, however, be exceptional circumstances where such action is absolutely necessary to order to defend themselves.


6.3
Corporate Health and Safety and Human Resources
6.3.1

Corporate Health and Safety, in consultation with Human Resources, will regularly review and monitor the effectiveness of this policy. 



6.3.2
Corporate Health and Safety will, in consultation with the relevant manager, ensure that any acts of non-consensual violence to a person at work that results in death, a specified injury or being incapacitated for over 7 days are reported to the enforcing authority.

6.3.3
Corporate Health and Safety, in consultation with Human Resources, will collate and analyse data on reported violent or aggressive incidents to identify any trends and concerns. 


7.0
Facilities for Assault Victims

7.1

Victims of assault may be able to make a claim for an award from the Criminal Injuries Compensation Authority.  Further advice is available from Legal Services.



7.2

If following referral to Occupational Health, counselling and/or physiotherapy is recommended as a result of an employee having been the victim of an assault at work, they will be permitted time off to attend these sessions.


7.3
If an employee becomes physically incapacitated and permanently unfit for his/her existing post as a result of an assault at work, wherever possible, he/she will be re-deployed to an alternative post.

8.0
Prevention and Management Measures 

8.1
Measures shall be taken to prevent, control and eliminate violence, these include:

8.1.1
Workplace Design and Security

Every effort shall be made to minimise the risk of violence by physical means.  


Consider factors such as workplace lay-out, use of signs, locks or physical barriers, lighting, and electronic surveillance. Building security is one instance where workplace design issues are very important. For example:
· Positioning reception areas, service counters or interview rooms so that they are visible to fellow employees or members of the public passing by.

· Avoiding the use of loose furniture and other items that could be used as weapons. 

· Installing physical barriers, eg, pass-through windows, counters, screens.
· Providing a safe retreat for employees and others so they can avoid violent situations.

· Positioning office furniture so that the employee is closer to a door or exit than the service user and so that the employee has a clear escape path and cannot be cornered.

· Installing fixed panic alarms which are discretely located and easily accessible.  These should be regularly tested on a recorded basis.

· Minimising the number of entrances to the workplace.

· Using coded cards or keys to control access to the building or certain areas within the building.

· Preventing public access to the premises when people work alone or at night.

· Using adequate interior and exterior lighting around the workplace and near entrances to assist visibility.

· Strategically placing fences to control access to the workplace.
· Use of CCTV for monitoring purposes.

· Using clear and appropriate signage to communicate information and promote the Council’s expected standards.

8.1.2
Work Systems and Procedures

Work systems and procedures are administrative controls and should form part of overall workplace prevention strategies.  They are insufficient on their own to reduce the risk of violence and should be used together with control measures relating to the physical work environment and security.  

Work systems include:

· Procedures for working in isolation and in uncontrolled environments.
· Procedures for opening and closing premises.
· Monitoring staff working in the community or away from the workplace, eg, supervisors checking in regularly throughout shifts.
· Systems to map and records areas of concern for safe access and egress.

· Regular handover of information – with employees, other agencies, carers and service providers.

· Management plans for clients known to have a history of aggression, developed in consultation with appropriately qualified professionals, identifying behaviours and their triggers and the strategies to address them.

· Assessment of client needs to ensure appropriately skilled employees are provided.

· Reviewing behaviour and management strategies following incidents or changes in behaviour.

· Evaluation of work practices to see if they may contribute to aggression.
· Procedures for managing an incident.
8.1.3 Job Design and Work Equipment

· Doubling up of employees where there is thought to be a possible risk of violence, if the employee has particular concerns or when first visits are made to unknown clients.

· Using alternative employees where a threat has been made against a particular member of staff, or a breakdown in client/staff relationship.

· Police accompanying employees attending potentially violent locations, where repeated and extreme threats have been made.

· Implementation of sanctions or threatening of prosecutions where employees experience violence or abuse.

· Providing mobile phones or other communication devices, where appropriate. 

· Providing automated lone worker systems, where appropriate. 

· Providing personal alarms, where appropriate.

8.1.4
Training and Information


Training should form part of an overall approach to control the risk of work-related violence and can be provided in the following ways:-


· Violence prevention measures. 

· Workplace policy and procedures, including emergency response.

· De-escalating aggression – identifying signs of aggression, verbal and non-verbal, communication strategies, encouraging reasoning, listening carefully and acknowledging concerns.

· Communication skills.

· Dynamic risk assessment (ie, when visiting homes or working off site).

· Positive behaviour strategies and managing behaviours of concern.

Training in the prevention and management of violence and aggression can provide employees with appropriate skills to reduce or diffuse potential incidents.  It should be available to all ‘at risk’ employees.  The right level of training will be identified through the risk assessment process.   

Good communication and information sharing is integral to risk management, therefore, where significant risks of violence or aggression are identified, relevant and proportionate information will be shared across Council services using the Corporate Safety Warning Marker System (SWMS).  This ensures a co-ordinated and collaborative approach and enables informed decision to be made prior to visits being undertaken, to prevent employees from potentially entering known risk situations.  Further information on the SWMS is available from the Service Delivery – Customer Services Section.
9.0 Benefits of Violence Prevention Measures


The benefits from having measures in place to tackle work-related violence include:

· Improved employee confidence in dealing with violent incidents.
· Employees feel more safe and secure when going about their work.
· Employees feel supported and valued by the organisation.
· A reduction in violent incidents.
· Improvements in working relationships and communication between staff.
· Improvements in the standard of customer service.
· Reduced employee turnover.
· Improved productivity and profitability due to less staff sick leave, improvements in staff efficiency and output, lower recruitment costs, improved company image, etc.




	Risk Assessment:
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	Activity or site:
	
	

	Date of assessment:
	
	Approved by:
	
	Review date: Annually or as changes occur

	This risk assessment should be produced and read in conjunction with the relevant Corporate and Departmental Safety Procedures, and should be reviewed regularly to ensure you are still improving, or at least maintaining safety. If there is a significant change in your workplace, remember to check your risk assessment and where necessary, amend it. This assessment must be communicated to all employees, on a recorded basis.

	List any relevant HSE or industry guidance documents below. These should be used to consider if current control measures are adequate:




Risk Assessment Form










                
Appendix 1

	What are the hazards?

Don’t forget long term health hazards
	Who might be harmed and how?

Identify groups of people and how the hazard could cause them harm
	Current Control Measures

List what is already in place to reduce the risk of harm. This may include reference to other procedures, systems of work, training, supervision, inspections, etc
	Any additional control measures required


	Date implemented

	
	
	· 
	
	

	
	
	· 
	
	

	
	
	· 
	
	

	
	
	· 
	
	

	
	
	· 
	
	

	
	
	· 
	
	

	
	
	· 
	
	



Incident Report Form

Incident Details

Date of Incident: ......................................................................
Time of Incident: .........................................
Location of Incident: ...........................................................................................................................................
Nature of Injury (physical/psychological effects): ...............................................................................................

Details of Employee involved in the Incident
Name: .....................................................................................
Age: ...................................    Male/Female
Occupation: .......................................................................................................................................................
Place of Work: ...................................................................................................................................................
Section: .......................................................
Department: .........................................................................

Description of Incident
Please give a brief account of the events surrounding the incident answering the following questions:-

	§  What led up to the incident?

§ What was your involvement in the incident?
	§ What appeared to cause the incident?

§ Description of the incident.


	


Were any of the following involved? (please circle)
	Alcohol
	Drugs
	Solvents
	Implement or Weapon

	Theft
	Sexual Harassment
	Verbal Threat/Abuse
	Racial Abuse/Harassment


Other (please specify): .......................................................................................................................................

Additional Information (please delete as appropriate)
Has an accident form been completed for this incident?
Yes / No
Was the injured party on duty at the time of the incident?
Yes / No

Was there any damage to personal/Council property?
Yes / No

(If yes, please specify): ..................................................................................………………………….…

Have the Police been notified?
Yes / No


Has a crime number been issued?
If so, please state: ....................................................................


Details/Description of Assailant (if known)

Name: ......................................................................................................
Age: ………………… Male/Female

Address: .............................................................................................................................................................
Description: ........................................................................................................................................................

Witness (if applicable)
Name: ................................................................................................................................................................
Address: ............................................................................................................................................................
Statement: .........................................................................................................................................................
...........................................................................................................................................................................
	
Employee’s Signature: .................................................................
Date: ...............................................



7
Section to be completed by Manager
Is there an up to date risk assessment in place covering this activity/service/site?
Yes / No

Are the control measures adequate?





Yes / No

Is a review required?







Yes / No

Reason for review: ..................................................................................................................

What support has been offered to the employee? ...................................................................

Has the employee been offered support via Occupational Health? 

Yes / No

	Manager’s Signature: ....................................................................
Date: ...............................................







Original to be retained by the Manager


Copies to be forwarded to: Senior Manager/Human Resources/Corporate Health & Safety Section

General Disengagement Strategy
The following general strategy can be used by employees to defuse and manage conflict situations:

Listen 

Listening is fundamental to understanding a problem and responding in an effective and appropriate way.  Listening will enable you to understand the content of what is being said as well as the emotional level, which will inform you on how to respond and reach the problem-solving stage.  If a person is angry, just listening allows the person to work through the emotional reaction and let all their feelings out.  Once this is done they can then move on and think about solving the problem.  It can be hard not to take it personally when someone is shouting their problems at you, but you must try and stay calm.

Empathise

Empathising with the person will show that you are listening and understand what they are saying.  Empathy allows you to see the problem from the other person’s view, which will then help you understand.  The key is to be interested and try not to pre-judge people just because you would do it differently.  Instead, try to see it through their eyes.

Ask

To get to the heart of the problem, you must ask questions.  You need to ask: Who? What? Where? When? How?  This will show you are concerned and want to help solve the problem.  Asking questions will also help you to identify if the person is ready for your help and potentially reduce the emotion of the situation.  These open questions require thought which can only be achieved with a clear mind.  Therefore, if their emotions are still high, they will not have the clear head that is necessary to come up with a solution.  If this is the case, you might have to listen to them more until their emotions reduce.
Paraphrase

Record the facts, as you see them, in your own words.  This will highlight any misunderstandings, as well as:

· Interesting the person and making them listen

· Allows you to take control

· Allows the person to modify their original statement

· Clarify the situation to the witness

· Prevent people from putting inaccurate words into your mouth.

Summarise

Consider the facts, be brief and decisive before you decide the next steps.  This is a vital element in resolving conflict and the negotiation process.  You must understand what the person feels to negotiate a fair or equitable resolution.  Then you must decide ‘what’ needs to be done, ‘who’ will do it and ‘when’.  To close off the incident, re-iterate what will be done, by when and by whom.

If, at any time, a staff member fears for their personal safety, they should disengage and retire to an area of safety requesting support from management and colleagues.


Disengagement Practice
St Helens Council has a Zero-Tolerance Policy against all forms of abuse both physical and verbal.  At anytime a staff members fears for their personal safety, they should disengage and retire to an areas of safety and request support from management and colleagues.

When an employee is in the process of trying to resolve an issue, they should make 3 attempts to request the verbal abuse to cease.  If an employee feels that the conversation is escalating, they should use the following 5 Step Appeal process:-
Step 1: Simple Appeal 


Ask the person to comply with your request to act reasonably (eg, Please could you refrain from shouting at me).
Step 2: Reasoned Appeal 

Explain why the request has been made, what policy or law may have been broken and what conduct has caused the request.  (eg, If you give me a chance I will try and help you)

Step 3: Practical Appeal 

This may remind the subject that they may be jeopardizing values of the organisation and themselves, highlighting the outcome they wish to obtain will not be reached if the behavior carries on.  (eg, If you don’t give me the full details, I can’t help you.  So please, tell me again and I will try to resolve it for you)
Step 4: Final Appeal 

At this stage, the subject has made it clear their behavior is not changing, the employee should tell them a final time what is required (eg, Is there anything I can reasonably do to make you co-operate with us/me?).
Step 5: Action

At this time, you should withdraw to a safe area and ask for management assistance.
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