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1. Introduction
1.1 This document follows the report to Corporation Joint Safety Committee (April 1995) proposing a risk assessment approach to the prevention of violence and aggression. The Committee endorsed the report. The matter was discussed by Corporate Safety group where members requested guidance for managers in putting the proposal into practice.

1.2 The procedure provides a framework for managers to use in establishing areas of work which could pose a foreseeable risk to staff of being abused and or assaulted. Where such situations are identified, the objective is to enable managers to plan for and implement courses of action to protect staff as far as practicable and to reduce the likelihood of injury.

1.3 In particular, Departments are advised to use the framework to draw up complimentary guidelines, in respect of services or sections where a higher potential risk is identified. Such guidelines will need to address the question of the alteration or withdrawal of services or exclusion, if seen to be necessary in a particular case. 

2. Violence and the management of health and safety at work

2.1 The Management of Health and Safety at Work Regulations 1992, suggests that, as with any hazard which may pose risks to staff health, safety and welfare,  the management of  violence at work needs to start with an adequate evaluation of those risks. The process should examine the nature of the different services and the context in which they are provided. It needs to look at staff in different jobs, operating in different locations. It will involve systematic scrutiny of all aspects of  the service and of its delivery which are likely to bring staff into situations of conflict or where staff may be operating in an isolated or unsupported environment.

2.2 There are several factors to be taken into account in assessing the risk of violence and aggression to staff. These include the nature of the actual service sector, its policies and context; the client group served and the location service outlet as it were; the staff  providing the service, how organisational strategies and personal competence equip them for the jobs.

3. Nature of the service
3.1 Services which carry out personal health, educational and social support tasks have been recognised as carrying a particular risk of abuse of staff. Clients and pupils may suffer from a range of psychological and social learning problems; prescribed and non-prescribed drug regimes may complicate matters. Failure to appreciate how these conditions may present to identify and engage in appropriate responses, is likely to increase the risk of violence to staff.

3.2 Divisions which undertake administrative and or financial functions may also have situations such as cash handling which could pose a risk for staff through deliberate acts of robbery or attempted robbery. Others providing administration on behalf of the Authority may also bring staff into conflict with known problem clients or irate members of the public. Disputes over the conclusions of a needs assessment or report may start with verbal abuse which escalates into actual physical assault. This is especially so where staff may be involved in enforcing sections of law which leave recipients feeling at a disadvantage from loss or potential loss to themselves or their families. 

3. 3 Another factor concerning the nature of the service is how it is done, whether on-site or off-site with potentially increased risk for work done off-site. This may be further increased where there is lone working and or unsociable hours of work and  where opportunistic assaults could be perpetrated. Even where actual physical assault does not take place, threats of violence, racial and sexist insults and/ or intimidating behaviour may still leave staff feeling vulnerable.

4. Nature of  Service Users

4.1 The nature of the client group is a key factor that should be taken into account. Particularly pertinent to any assessment are those incidents where in-house experience and other reliable sources of information predict that a significant risk to staff exists. From this appropriate systems can be developed and  introduced for staff protection. These should include user needs assessment with periodic review;  information sharing and liaison with carers over life events that may trigger behavioural change e.g. family breakdown, bereavement; feedback to General Practitioner as necessary, over issues of medication and therapy to ensure appropriate use.  

4.2 The behaviour of clients and members of the public cannot be completely controlled nor can the authority select service users. However it is possible to predict who the service user is  and likely areas of potential conflict with them. It is possible too to examine critically responses to clients and provide through training and working procedures, appropriate staff responses to some difficult situations. There may be situations though when the behaviour of clients exceed the skill and resources of staff to deal with. Decision to refer to other agencies, to exclude from a facility, and or to withdraw the service, will have to be made by senior managers. (See Procedure for Dealing with Difficult People, appendix 2).   

5. Some staff risk factors
5.1 It needs to be recognised that some factors relating to staff may influence how they are received and how they themselves may react in some situations. Staff’s own level of stress and perception of vulnerability can affect their approach to their work. Their level of competence to deal with  challenging behaviour and situations is a function of their training backed by their own self confidence, sensitivity  and physical presence. Factors such as age and lack of experience in doing the job also play a part. In some situations being of a gender or a  member of a ethnic or religious minority group have been implicated as triggers for abuse taking place.

5.2  Having identified factors which pose risks to staff, Managers will then have to look at what measures, if any, are presently being used to prevent or control staff exposure and possible injury. Where control measures are non-existent or inadequate, then they must be introduced or improved to counter the risks identified. The aim is to eliminate or at least reduce risks so that the likelihood of injury is not significant. Part(s) of the service with a history of problems should be prioritised for attention. Strategies developed to address these can also be used to inform the management approach to other areas which may have been identified by the assessment.

6. Control measures
6.1 In static or fixed workplaces and for staff who do not normally come into contact with members of the public in the course of their work, controlling the risk may largely entail making sure that intruders are effectively excluded. This should be done without creating barriers to effective work and communications. Controls will only work if they are acceptable to staff and are comparatively straight-forward to operate. For staff who interact with the public in their work the process will need to look at the design of the public space and the interface with staff, where such interaction is likely to take place. Wherever possible problem areas should be safe by design rather than completely relying on individual actions to ensure safety. Key places for design attention are reception areas, interview rooms including routes of escape from these. 

6.2 Many barrier measures have been well tried and may already be in place. These include digital locks with protected access numbers, swipe card locks, supported by the use of door bells, view panels and intercoms. Barrier measures properly implemented should restrict others to public access areas. Security of keys and alarm controls together with secure lockers for storage of personal property and other valuables can deter opportunist intruders.

6.3 Other effective means of creating safer work places include records and information systems. Staff  ID badges are helpful for others in recognising a possible source of help and information. Specific visitors should be booked in,  should sign for and wear ID, be escorted and booked out of the premises on completion of their visit.

6.4  Safety away from the main work place is likely to present particular difficulty unless planned for. Where service to clients takes place off-site, part of risk assessment should be to question the necessity for the visit, looking at alternatives where possible. Decisions about how many staff should attend and when should be based on a clear view of the probability of staff being harmed. Thorough preparation before high risk visits and debriefing following are integral to the system of prevention of violence. Staff need to be clear whether or not the visit or interview itself is likely to produce conflict or raised levels of anxiety. The journey, the time of day or location itself could pose difficulty e.g. public transport to remote sites, after dark meetings, or parking in areas associated with danger. These should prompt protective actions such as ensuring back-up and safe transport/parking is available;  rearranging times and venues

7. Staff training

Training staff to be competent to perform their jobs includes full awareness of any risks their job entails, the measures that have been introduced to protect them and how these work. Staff will need to be informed of reporting and follow up procedures, not only with regard to actual incidents but also near-miss and previously unrecognised sources of hazard for them. This is to ensure that all matters which could contribute to causing and preventing injury are identified. The lessons to be learnt  from averting an incident of violence can be just as valuable as those gained in the aftermath of an actual incident. The nature of violence is such that only the sufferer can truly define its severity.  It should also be borne in mind that what may be considered a near-miss by one individual can prove to be of greater concern to another.

8. Issues of customer care and service responsiveness
No one measure is likely to be the answer. Experiences point to a mix of strategies sensitively and creatively applied as providing optimum reassurance and protection. Hardware measures like security locks, alarms and telephones will only be effective if backed by clear well understood and workable procedures, communicated and used by all. At the same time no procedure aimed at prevention of violence and aggression to staff will be successful if service policies and delivery issues make the interface between staff and customers a point of continuing unresolved conflict. Wherever practicable, customer input into service planning should be sought and feedback used to improve service delivery and staff safety.  

9. Monitoring and review
As with any other risk assessments those relating to violence and aggression at work require to  be  monitored. This is to ensure that any assumptions on which they are based are still valid; that controls chosen  are appropriate and are operating satisfactorily. The assessment will need to be reviewed in the light of changes or new information becoming available.

10. Sources of information, advice and training
· Local  job specific codes and operating procedures.

· LB Harrow Accident/Incident reporting procedure.

· Professional guidelines and codes of conduct published by relevant professional bodies.

· LB Harrow 
Health and Safety Services 

0181 863 5611 Ext. 2512




Occupational Health Service 



 Ext.  3592




Training and Development



 Ext.  3580

See also Harrow LEA’s Policies on Bullying, Exclusion from School


11. Appendices

Appendix 1
Summary Checklist:  Prevention of Violence and Aggression at Work

Appendix 2
LB Harrow: Guidance on Dealing with difficult People
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PROCEDURE FOR DEALING WITH  DIFFICULT PEOPLE

1.
INTRODUCTION

1.1
It is recognised that staff sometimes have to deal with difficult members of the public in a variety of  front-line contacts.  The Council has a duel responsibility: the duty to ensure the health and safety of staff and the duty to provide services to residents of the Borough.  Under the current Health and Safety policy, and since 1978, (Resolution 286 of the Manpower Sub-Committee 13.2.1978), the Council has resolved that where there is a conflict between safety and operational needs and it is established that safety has a primacy, safety would be given priority over operational needs.

1.2
In April 1995 a report entitled “proposed response to violence and aggression at work” was submitted 
to the Corporation Joint Safety Committee.  The Committee endorsed that risk assessment approach to the prevention of violence and aggression and resolved that the issues raised be discussed at departmental safety groups and departmental consultative committees.

2.
RISK ASSESSMENT


The risk assessment approach aims at protective measures to avoid or minimise risks at the onset. However despite such actions,  staff may still be faced with some clients or users of the Council’s services who are actively dissatisfied and who may exhibit unpredictable or antisocial behaviours. These include unwillingness to listen, bullying and intimidation of staff and others, aggressive and insulting language and or gestures etc.  In such cases the following approach is proposed.

3
PERSONAL CALLERS TO COUNCIL PREMISES

3.1
Callers to Council premises, clients and service users have a right to be treated courteously and helpfully by staff. Staff have a right to personal safety and not to be subjected to abuse and intimidation.

3.2
From time to time disputes may occur and staff may be faced with dissatisfied clients. Therefore staff need to be clear beforehand  how to resolve manageable difficulties and when these exceed their authority and the assistance of a senior member of staff would be appropriate. This is a key phase in dealing with clients where escalation of disputes may be amenable to control.

3.3
The specific local procedure for summoning help should be familiar to all staff concerned. The triggers for activating it should be clear. In all circumstances, staff have a right to summon help where they feel themselves in danger, abused or violated. Junior staff experiencing such difficulties must have a senior member of staff available to call on for immediate assistance. But all staff, including seniors need to be supported  by debriefing following incidents and or counselling. It is helpful if specific arrangements are known and agreed before an incident does occur.

3.4
Such senior staff should have reliable experiential training in dealing with challenging situations and in supporting staff. 

3.5
In an effort to resolve the situation, the senior officer may, where appropriate, invite the service user to discuss their concerns at another time. This should only be in an environment that is secure for staff.

3.6
Where the service user remains dissatisfied and nothing further can be done at the time, they should be given information on how to pursue their complaint e.g. letter to Director/Chief Executive, referrals to Local Government Ombudsman or other appropriate agency. A written copy of the relevant complaints procedure should be offered.

3.7
If the service user continues to behave inappropriately, the senior officer should:

(a)
Have the authority to order the person to leave the Council’s premises

(b)
Have security staff present when the instruction is given

(c)
Have the authority to call the police for assistance

(d)
In the case of pupils, institute the appropriate exclusion procedures

3.8
If the user has been repeatedly abusive, despite all efforts to resolve matters, then a decision should to be made by senior managers, about the conduct of any future dealing with them. The options include communicating by letter only directly or through a third party like a solicitor.  Instructions may have to be given to security officers not to permit entry to Council Premises and or the Police informed. The individual should be written to by a senior officer 

(e.g. the Director or Head of Service), informing them of the decision. 

4.
TELEPHONE ABUSE

4.1
In the event of persistent abuse or aggression by telephone, staff should be instructed to refer the caller to a senior member of staff.  This officer should advise the individual that if they cannot be civil to staff responding to their call then staff will be entitled to terminate the call.  If abusive calls are repeated, then the individual needs to be told that the police will be informed. Should this fail to resolve the problem, consideration should be given to legal action. Staff will need to be kept informed of the progress of any action or decision which affects them and protective measures.

5.
INVOLVEMENT OF THE POLICE

5.1
For serious and immediate danger the police should be contacted in the usual way using the 999 service. For other matters especially persistent nuisance, and abusive conduct,  contact with the police can be established through the Police Borough Liaison Officer. 

Contact details:
Metropolitan Police, Harrow Division





Community and Partnership Office, 
Tel  0181 733 3487 (direct line)




76, West St., Harrow-on-the-Hill.  
HAD ChB

5.2
Threatening incidents like stalking and persistent abusive calls should be logged and the police informed. Statements should also be obtained from any witnesses, while events are fresh. It is an offence to make abusive phone calls. The police have brought successful prosecutions against perpetrators. 

6.
LEGAL ISSUES

6.1
At present the Council cannot take direct legal action against a service user for assault and abuse of staff. But the Council can and is committed to supporting staff  and the police in bringing appropriate actions. Full legal support by the Council in the event of an actual assault or damage to property will be given in line with the Council’s policy on Violence and Aggression and Assaults on employees in the course of their duties.

6.2
The Council has a statutory responsibility for the provision of services to certain groups in the community. It also has a responsibility for a number of administrative functions such as planning. None of these should be considered as detracting from the legal responsibility to safeguard staff and others from risks to their health and safety. Where conflicts arise, action must be taken to maintain safety.

7.
SUPPORT FOR STAFF

7.1
Some staff may feel threatened not just at work but at home of going to and from work as a result of the behaviour of some service users.  Where this is the case all possible support needs to be given. Practical measures include the provision or personal alarms, advice on personal safety or and counselling where appropriate; temporary work reorganisation.

7.2
Although obvious, it is worth restating that the line between odd or aggressive behaviour and extreme violence can be not only thin but also may impossible to predict.  Actions, exclusion or aggressive responses by officers could worsen the behaviour of service users who may already feel aggrieved. Hence every effort needs to be made at the outset in dealing with users not to undermine their self respect. 
References
LB Harrow Policy and procedure: Assaults on employees in the course of their work, (Employment Practices 3.17).

LB Harrow Policy on Risk assessment for Prevention of Violence and Aggression at Work, (Health, Safety and Welfare M6.16)

LONDON BOROUGH OF HARROW
SUMMARY CHECKLIST: Prevention of Violence & Aggression at Work
Introduction: This checklist sets down criteria to be taken into account in carrying out risk assessments related to violence and aggression. The list is not exclusive nor exhaustive and should be added to if necessary; certainly tailored to the needs of a particular service. The first part deals with factors which can assist managers in identifying and quantifying the risk of violence and aggression to which staff could be exposed. It analyses the work content, its context as well as the client and staff groups involved. The second part deals with controls to safeguard staff. The third section  gives a summary of areas to be considered in planning action to prevent violence and aggression. The final section deals with records of assessment and reviews.

1. Nature of Job.
1.1 Does the job involve staff working alone?

· Home visits, home care.

· Field work, outreach work

· Housing management, care taking

· Security, building hire

· Education site management

· Necessity of recording/taping conversations, face to face questioning.

· Home visits to unknown family.

· Constant, repeated contact with client, relatives.

1.2 Does the job involve enforcement of statutes?

· Parking control.

· Environmental Health.

· Building control.

· Planning consents

1.3 Is statutory administration a significant part of the job?

· Social Workers  acting under terms of - Children’s Act,  Mental Health Act

· Education Officers dealing with truancy, child labour issues

· Housing benefits needs assessment

· Electoral registration of households

· Auditors investigating fraud allegations

1.4 Does the job require delivery of Personal Health & Social Services to clients?
· Transport Escorts.

· Special needs School Teachers

· Learning and Welfare assistants.

· Residential home worker

· Home carer

1.5 Does the Nature of  Service Users indicate possible risk to staff?
· Actual case(s) of  violence & aggression reported.

· Owner/user of weapons including animals e.g. vicious dogs.

· Mental health problem linked to aggressive or violent behaviour

· Evidence of low stress tolerance, substance abuse.

· Problems with communication.

· Attitude to difference e.g. race, gender, disability, religion.

· History of harassment, reports of  threatening abusive behaviour

1.6 Have risk factors relating to staff been taken into account?

· Staff’s own level of stress

· Perception of vulnerability.

· Experience in doing job.

· Communication skills.

· Physical presence

· Age.

· Membership of recognisable minority.

Part 2 This deals with possible control measures managers may want to consider for addressing risk factors identified above.

2.  Control measures

2.1 In static workplaces (. e.g. office-based) have the use of these been considered?

· ID badges.

· Secure Space for storage of personal effects.

· Digital locks with protected access numbers, swipe cards.

· Door bell, view panels.

· Personal attack alarms.

2.2 Have steps been taken to create a safe working environment?

· Well - designed working areas.

· Clutter free environment, space free of potential missiles

· Adequate storage space efficiently used.

· Space to move without injury.

· Sturdy furniture adapted to users.

· Good physical environment free from excessive heat, noise

· Adequate ventilation, lighting and humidity

2.3  Are visitors and callers dealt with effectively?

· Efficient telephone phone answering/messages taking service

· Appointment system with minimal waiting times.

· Clear information and direction signs

· magazines for browsing, information leaflets

· soft toys, and puzzles

2.4  Have use of interview rooms been discussed with staff?

· Calm welcoming environment

· Assure client privacy 

· Equable temperature, good ventilation.

· Panic alarm conveniently placed

· Unobstructed entry/exit for staff.

· Emergency action response

2.5 Have you discussed and agreed provisions for off-site working with staff?

· Confirmation visit details

· Diary entries, staff movement notice board

· Personal alarms, mobile phone

· Emergency reporting arrangements, back-up

2.6 Is customer care/quality part of your service plan?

· Friendly non-judgmental approach.

· Policies/Procedures that are non discriminatory in intent and execution.

· Honest information.

· Consistent treatment of clients.

· Efficient Service.

· Complaints procedure.

2.7 Effective staff organisation and communication
· Notice board/leaflets up-to date.

· Correct poor working practices - overlong working hours, shifts,

· Manage holiday leave to prevent over tiredness.

· If necessary rotate jobs to prevent burn out,

· Seek early advice and support for dealing with stress

2.8 Have appropriate training been identified and implemented for staff?

· Job specific and supporting knowledge and skills

· Interpersonal skills.

· Assertiveness.

· Dealing difficult customers.

· Listening/negotiating skills

· Specific techniques for avoiding violence and preventing its escalation 

· Dealing with disorder, dealing with one to one confrontation

· Counselling skills.

· Cultural awareness, working with difference.

3. Violence and Aggression Prevention and Control: Action Plan

· Canvass staff view of the “problem”; explore users involvement in service planning 

· Review information/reports received, identify budgets and supports for change

· Train Managers/staff in definition, prevention, recognition and control 

· Monitoring and review changes implemented.
4. Records of assessment 

Use this section to record additional comments, conclusions and any recommendations for follow up action arising out of your assessment. Include time scales and a review date. Date and sign your assessment before circulation to relevant staff, managers, sections as appropriate. Record your circulation. (There is no standard format. Instead it needs to reflect the working needs of the staff, area for user friendly information). 
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