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1.
Purpose

Incidents of work related violence and aggression have increased over the last decade as evidenced by figures from the British Crime Survey (BCS). The estimated number of incidents of violence experienced by workers in England and Wales was 655,000 in 2004/05  The London Borough of Bexley recognizes its health and safety responsibilities as an employer to ensure that where violent incidents are foreseeable it identifies the nature and extent of the risk and implements appropriate control measures. 

2.
Policy

The aim of this CoP is to support the work of the London Borough of Bexley in providing and maintaining a work environment that is as free as possible from acts of violence and aggression.  The Council will ensure there is guidance, safe work procedures and training reflecting current best practice to reduce and control the risk of work related violence and abuse as defined below.  The Council will achieve this by working closely with workers and trade unions and other stakeholders. All reports of violent incidents will be taken seriously and dealt with appropriately.

3.
Definitions and Scope

3.1
This Code of Practice (CoP) applies to all workers in the conduct of their duties with visitors and service users. The CoP adopts the following definition of workplace violence offered by the HSE:

“Any incident in which a worker is physically or verbally abused, threatened or assaulted by a member of the public in circumstances relating to their work.” 

3.2
This definition is very wide and encompasses a range of possible scenarios. It covers abusive language or behaviour, aggression, correspondence,  racial, sexual and other abuse and incidents of being followed home or confronted when arriving or leaving work. It covers incidents involving explicit or implicit challenges to workers safety, well being or health.  The guiding principle to workers of whether verbal abuse  should be considered under this CoP is to identify whether they feel threatened by the situation, in which case the substance of this CoP would apply.

3.3
This Code of Practice supplements the Council’s Health and Safety Policy and should be read in conjunction with the Fair Treatment at Work Policy and other disciplinary procedures.  This CoP  incorporates guidance on lone working and risk assessment. It provides information and guidance on how managers should address the risk of violence.
3.4
The CoP applies to all workers including contractors.  It should be brought to the attention of partners.  It applies to incidents where members of the public are the perpetrators. The aim of this procedure is to assist staff in avoiding or, where necessary, managing violent and /or aggressive incidents, whilst providing a framework for developing safe systems of work and safe working conditions. In developing this procedure particular attention was paid to the Health and Safety at Work Act 1974 and the Management of Health and Safety at Work Regulations 1999 which outline the obligations of the council with respect to violence towards workers. Incidents of workers abusing and/or assaulting other workers are subject to the appropriate Disciplinary Procedures or Fair Treatment at Work Policy or other relevant policies in consultation with the HR Service.

3.5
Service users, clients and contractors should be made aware that the Council has a zero tolerance towards perpetrators of workplace violence and that all reports of incidents will be taken seriously and dealt with appropriately, and in particular physical assaults on staff will be reported to the police. The Council will ensure that staff are given appropriate support when pursuing criminal proceedings against such individuals where agreed, after considering the full facts and circumstances of the case.

3.6
Examples of abuse and/inappropriate behaviour in the workplace as defined in LB Bexley’s Fair Treatment at Work Policy;
· making threats or being verbally abusive against a person or group because of their age, disability, sexual orientation, sex, race, colour, nationality, religion or ethnic origin. 

· Offensive language, verbal abuse which prevents workers from doing their job and makes them feel unsafe

· bullying, humiliating, using threatening or obscene language (links to the Fair Treatment at Work Procedure);

· physical assault against a person or group;

· striking or damaging property belonging to a worker

· sending or forwarding text messages, emails or written materials  containing racists, sexist or ageist, disability related or other offensive comments in conversation

· spitting

· brandishing of objects or weapons

· victimization e.g. after complaining of harassment;

· incitement of others to behave in a racist, sexist, ageist, disability related or other offensive way e.g. encouraging others to ostracize  or exclude individuals or groups

· nuisance i.e. actions designed to annoy or upset someone

4.
Who does this CoP affect and their responsibilities

4.1 
Responsibilities of Managers/Supervisors

The Council will ensure that managers and supervisors have  access to training to enable them to carry out their responsibilities in accordance with this CoP. Managers and supervisors must ensure the following:
a. That this CoP is applied consistently within their areas of responsibility

b. That all workers for whom they are responsible for, are aware of, and understand the procedures and provisions in this CoP. They will ensure that new staff , on joining their team receive basic instructions on dealing with violence appropriate to their duties and are alerted to the problem areas.

c. Identifying the areas of risk, and ensure that the risk of violence to workers is assessed and that all reasonably practicable control measures are introduced, including making any changes to working practices where required. That workers are fully involved in the risk assessment process

d. That risk assessments will be kept up to date and will be reviewed and modified as necessary. If changes occur which suggest that the risk assessment may no longer be valid, or that improvements can be made, the assessment should be reviewed.

e. Ensure that workers can access the relevant training and information to support the implementation of this CoP.

f. That suitable and sufficient training, instruction and information will be provided to workers, particularly those working in services with known and/or potentially violent people.

g. Each Directorate/Service will develop procedures and local protocols to manage the risk  of violence. Non compliance of these procedures or protocols will be viewed as non compliance with this CoP . Core features of protocols should be: visit logging and overdue follow up procedures, staffing levels, skills mix, location specific information, client information personal alarms, emergency procedures, communication, inter-agency information, back up and escalation procedures

h. That all violence towards workers is taken seriously and the fear of violence expressed by workers is given due regard.

i. That there is an exchange of information regarding potentially violent people with other sections/departments/external agencies as appropriate.

j. That this CoP  is brought to the attention  of other workers such as contractors  engaged to provide services on behalf of the Council. 

k. That where there is an immediate threat of injury or damage to property the police are called for immediate assistance. That the accident report is fast tracked to inform Health and Safety Service, Senior Management and HR, to provide support and guidance, and to  ensure appropriate external reporting and management of  media information.

l. That all incidents of non physical and physical assaults are reported to the Health and Safety service promptly  using the incident report form available on the intranet (Appendix 3). 

m. That a culture is developed whereby reporting of incidents is regarded as best practice and not seen as an adverse reflection on the individual’s ability to perform their duties satisfactorily.

n. That each reported incident of aggression or violence is taken seriously, appropriately investigated and the findings recorded on the incident report form and any appropriate action taken.

o. That post incident support is provided to any worker who experiences verbal abuse or violence. This support is to be documented on the incident report form

p. That they establish the needs of their staff in respect of the level and frequency of training required. 

q. That appropriate support, whether personal or legal, is made available after an incident involving assault to help workers to deal with the consequences of the experience. This may include counselling, supervision/debriefing by managers, review of incident and review of risk assessment, recording of incident and consideration of inter-agency information sharing, flags on the systems, review of action required,

4.2
Responsibilities of Workers

Workers must:

· Familiarise themselves with the Council’s procedures and approach to managing violence at work, including those working away from their base with colleagues from other organisations.
· Ensure that all incidents of non physical and physical assaults are reported on the incident report form, via the appropriate line manager to the Health and Safety services as soon as practicable . This will enable the council to monitor the frequency and levels of incidents and to take the necessary action as quickly as possible.
· Where there is an immediate threat of injury, ensure that an emergency call has been made to the police for immediate assistance.
· Abide by the control measures identified in the risk assessment(s) that apply to their work.
· Attend appropriate training 
· To know the procedures for raising the alarm and summoning assistance.
· Ensure that their managers are made aware of any risks that have not been previously identified.
· The Council recognizes that some workers will spend a considerable amount of time working alone. These workers may face additional risks because of the nature of their work, Appendix 1 provides further guidance that these workers should follow to comply with this CoP.
Note:
Where workers are subjected to a violent incident perpetrated by another worker the manager must immediately write a report of the incident and seek immediate advice from  HR as to how to proceed .
5.
Risk Assessment

5.1
Existing laws and health and safety regulations enable the following provisions (see 3.4 above):

· Require employers to provide a working environment in which risks of being subjected to violence are minimised and worker’s fears are taken into account by means of risk assessment and management programmes.
· Provide for sanctions and punishment of individuals who act violently towards another person. 
· Provides remedies for workers who become victims of workplace violence in the form of compensation through Employment Tribunal ,civil court or criminal injuries compensation board or insurers.
· Worker’s duty of care towards themselves and others who may be affected by their acts or omissions.
Generic Risk Assessments (Role Based)

5.2
All Managers, but especially those in customer facing services e.g. Housing Allocations, Social Services, Contact Centre and Enforcement teams should assess all activities, tasks and associated roles where the risk of violence is foreseeable. This is commonly referred to as a generic or pre-planned risk assessment. The roles must be carefully analysed, discussed with post holders and evaluated.  A judgement should be made about the likelihood of any significant risks being realised and the severity of associated consequences. Existing precautions and control measures should be checked for their adequacy or whether further control measures are required. 

5.3
Managers should ensure that generic risk assessments are carried out for all roles where there is a foreseeable risk of conflict and violence and that all control measures are disseminated to all team members and other workers  as appropriate. Guidance notes on completing risk assessment on work related violence are given in paragraph 5.1 below. A written record of all significant risks and agreed control measures should be kept (examples of significant risks include lone working in the field, home visits, work with  clients with challenging behaviour). 

5.4
Risk assessments are dynamic and should therefore be reviewed following an incident or other change and at least annually.    

Warning “flags”

5.5
Workers and service users have certain rights and issues of confidentiality may cause tension between the rights of workers and the clients. It is possible to have a shred and accessible warning system that workers can use for reference when analysing the extent of the risks of workplace violence which complies with  Data Protection requirements.  

Dynamic Risk Assessment

5.6
Dynamic risk assessment is a process of assessing an evolving situation from a personal safety perspective. It is in addition to, and enhances the generic risk assessment carried out in relation to the workers role (see 5.2 above). The worker has to continually be aware and assess the circumstances of the tasks they are undertaking and adjust their response/behaviour to the risk that is presented. This enhances the generic risk assessment which cannot cover all situations. For example, when in a client’s home and the client is aggressive, assessing exit routes or when/how to terminate the meeting.

Guidance on completing the Risk Assessment

5.7
The following guidance should be considered when completing the risk assessment form (see App 4). It is not exhaustive and any features unique to the service should be added as necessary.

a. Role/Post Information
b. List all workers in role
c. Is there any likelihood that someone in this role will be abused, threatened or assaulted in relation to their work           YES/NO
d. If the answer to question c above is yes then a risk assessment should be carried out for the role.
e. Specify tasks  and activities associated with the role
f. What type of contact is made e.g.
i Clients

ii Service users

iii Patients

iv Members of the public

g. Specify make up of contacts e.g.
i Offenders
ii Families- child protection
iii Relatives
iv Alcohol abuse
h. Where does contact take place? e.g.
i Reception area
ii Interview room
iii Street
iv Clients home
v Offices
i. Consider the work patterns and geography e.g.
i Out of hours
ii Borough hot spots
iii Accessibility
iv Parking
j. What sort of state will the client be in
i Under the influence of alcohol/drugs
ii Anxious
iii Hostile
k. What specific tasks are performed? e.g.
i Handling complaints
ii Handling cash
iii Denying benefits
iv Enforcement action
l. Are there any concerns previously flagged up by colleagues which can exacerbate this task?
m. Consider existing control measures. Are they sufficient?
n. Consider further controls or needs e.g. 
i Supervision requirements
ii Personal Protective Equipment 
iii Training
iv Practical risk reduction techniques, 
v De-escalation techniques training for managers
Periodic review of risk assessment  should be carried out at least annually or following  conflict or personnel  changes 

NB You can view an example of a violence and lone working risk assessment on the risk assessment database site on the Occupational Health and Safety Service Website.
6.
Reporting, Recording and Monitoring

6.1
Reporting recording and monitoring is central to an effective strategy of combating workplace violence and to establish its extent and nature. Violent incidents information is gathered through the Council’ s Accident and Incident Reporting Procedures and the report form CF 009. The forms are available electronically from the intranet on the Health and Safety Services Web pages (Should you have any questions regarding the form please contact Health and Safety Service on 020 8836 8015 or Ext 4015)

6.2
The  Health and Safety Service use the collated information  from incident forms to;

· monitor that  all non physical and physical incidents are reported.
· that serious incidents are reported to the Health and Safety Executive where relevant (Over 3 days absence and Major injuries)
· monitor that  managers review and /or investigate incidents where necessary and take corrective action
· monitor the frequency and severity of violent incidents and together with HR , OH managers pursue any initiatives that may be necessary
· that workers receive support and where relevant HR is notified to ensure that further support is accessed 
· staff follow procedures and are aware of the need to report all incidents
· follow up exceptions in relation to reporting
· identify training, information and instruction needs as a result of the review of the incident
No Injury/Minor Injury Incident and Verbal Abuse 

6.2
The CF 009 form should always be completed whether the incident resulted in an injury or not.  

· Where there is no injury it can be completed by the worker and passed on to their line manager within 3 days of the incident. 
· The line manager must ensure that the form has been correctly completed with relevant details of person affected, treatment, assailant details, incident, injuries, witnesses, support provided and other staff involved. 
· The line manager must review the incident with the intent of establishing the facts and making recommendations and note their findings and additional comments/control measures where relevant. 
· The manager should send their completed report (and any additional information/documents), at the earliest practicable opportunity to the Head of Health and Safety
6.3
The line manager then submits the form to the Health and Safety Service who use the information to monitor health and safety performance and to collate and analyse data ( see 6.2). This data is stored in TOPS Database used to produce management reports (feedback to workers) and committee reports, review risks, risk assessments, policy and guidance and monitor health and safety performance.
Major Injury and Serious Assaults 

6.5
Any assaults and potentially serious assaults (e.g. assailant is armed with a dangerous weapon) in the workplace should in the first instance be reported promptly by telephone to the police and then at the earliest opportunity report to the senior duty manager or Head of Service,  the Health and Safety Service and HR. Ensure the assaulted worker seeks medical attention as soon as possible. Ensure that any injuries are documented  and that any witnesses are available. Note and record workers on duty at the time.  The risk assessment and action plan will have identified the action staff should take, including escalation to senior management and the support that is available from the council in the wake of a serious assault.

6.5
Reporting of the incident  can be done during the incident where it is safe to so, or soon after the incident ensuring that the person affected has received first aid or other treatment. The affected person and other staff should be debriefed as soon as possible by the line manager. Referrals should be arranged in liaison with HR and OH where required, for specialist counselling and other services.

6.6
The incident report form can be completed either by the person affected, or another worker who has sufficient knowledge of the incident to provide a concise account and immediate and ongoing feedback and support to workers. The accident and incident report form should be passed to the line manager and the manager carries out an incident review in the aftermath of the incident( within 3 days). A more formal review should be undertaken within  a month following the incident to establish whether systems are being used, or whether they can be improved and to share/commend good practice.

Disclosure rules - written records of any incident that results in a court case may be called upon as evidence.  Managers should be aware that this would include any internal incident reports, notes, debriefing notes, statements and correspondence.
Figure 1
Reporting, recording, and monitoring flowchart

Also see Action Checklists on the OH&S website <here>
7.
Risk Reduction Measures

Organisational Measures

7.1
It is not always possible to completely eradicate the risk of workplace violence; however it is possible to minimise the risk and its impact by providing appropriate training, control measures and physical  measures in the design and layout of workplaces or tasks.

7.2
Workplace conflict can occur for many reasons,  sometimes the organisation and workers can create or exacerbate the environment within which conflict develops and increase the risk of violence by the way the service is delivered or the approach to their work.

Working practices
7.3
Staffing levels, queuing or queue jumping, long waiting times, cancellations, lack of information, poorly informed staff or rude and abrupt service can all lead to the ignition of a violent incident.  Realistic ratios of staff to customers or service users which allow a cost effective provision of the service will help in reducing organizational contributory factors to workplace violence.

Safe Systems of Work

7.4
Specific provisions should be made for roles with inherent risks such as lone working (see App 1) and visiting clients or service users in their homes which require  robust communication systems and a safe system of work. Each role should be examined to determine the most appropriate safe system of work.

Measures to eliminate or control the risks include

· Procedures in relation to call out, provide details of location, client visit, times of appointment to a central  point, when and how to withdraw service.
· Personal safety guidance to reduce vulnerability
· Training in dynamic risk assessment, conflict resolution and communication.
· Agreed protocols for escalating issues or withdrawal of service
· Provision of appropriate equipment such as alarms. Mobile phones may be helpful, but it should be noted they can in some circumstances exacerbate the situation and signals may be affected in some areas. Any personal protective equipment supplied must have an accompanying protocol.
7.5
Once a risk assessment has been carried out and control measures have been established for a role, every worker performing that role should be required to have the appropriate equipment, conform to procedures and undertake the training as required. The control measures need to be clearly stated and understood by everyone in the role.

7.6 
Effective risk assessment will anticipate and deal proactively with potential situations which are likely to cause conflict. Service constraints need to be verified to ensure that contingencies for minimizing and resolving conflict are agreed proactively.

Communication

7.7 
Effective communication can quickly diffuse and resolve potential conflict. Ensuring that service users are aware of Bexley’s Customer Focus Charter which sets out customer service standards and best practice guidelines facilitates this. Also ensuring that customer facing workers understand what’s required of them and that they provide timely information and communication will reduce the likelihood of conflict.
7.8
Communication with other agencies such as the police and media in incident management  is very important. It is important to be proactive in responding to media interest. All such communications must be carried out in liaison with the Communications Service and HR. Considerable harm can be done to the council’ reputation and to the individuals if not handled effectively.

Design and Layout

7.9
The layout of offices can be used to design out conflict flash points and to facilitate a rapid withdrawal of workers should the need arise. Queue jumping is a common cause of conflict and effective signage and queue management can reduce the risk.

8.
Incident/Post Incident Management 

Purpose

8.1
This section provides guidance on steps that must be taken following an incident to support staff and learn from what has happened. It is impossible to plan for all eventualities; however, it is important to plan and practise the response to common scenarios that are likely to be experienced. The risk assessment results and control measures will help in identifying the key scenarios to plan for.
Roles and Responsibilities

8.2
Reception staff and  team members need to know what action to take during and after an incident. Who takes control, how they are supported, who calls for help, who takes descriptions and when to escalate to senior management. In lone working environments communication methods and expectations need to be made clear between lone workers and office colleagues, 

8.3
Supervisors and managers need training to enable them to have confidence and the necessary skills to take control of an incident and its immediate aftermath. Early intervention plays an important part in reducing the duration of the incident or in reducing the severity of injuries immediately or post incident.

8.4
If it was a non physical assault the manager should ensure that it is reported on the accident and incidents report form and should ensure a review of procedures and control measures is carried out, reviewed and its findings reflected in the risk assessment. Where there is imminent danger of physical assault the police, line manager, senior duty manager and security should be called. A decision to continue operations or cease service should be made.

8.5
The injured worker should receive appropriate treatment, debriefed and referred to HR, Occupational Health/counsellors appropriate. Details of the incident must be documented within a week. The manager should review the incident as soon as possible whilst events are still fresh. The evaluation should identify and correct weakness and determine strengths and publicise them in terms of:

· what can be learned from the incident 
· how to avoid repetition of the incident
· what worked and what didn’t
· what are the implications of what happened
· are policies and systems revisions needed.
Incident Review

8.6
Following a serious incident or linked group of incidents, the Manager, Head of Service can convene post incident review. The purpose of the review will be to investigate the actual incident, the consequences of the incident, the action which may  be necessary to prevent a further recurrence, identify necessary support and provide wider feedback for the team. The review can identify any long term measures with particular emphasis on weaknesses in procedures, systems, technological, severity of incident, actions of groups or individuals and client issues.
9.
Conflict Resolution Training

Training

9.1
The provision of training is an essential element of an employer’s duty of care. Training underpins the guidance and procedures workers utilise to identify and reduce risks and to develop skills they need to deal with potentially violent situations. Training helps to establish best practice and a sound and consistent approach. It ensures that workers understand the importance of the policy and processes and that completion is part of their duty of care. 

9.2
Managing conflict demands skills such as communication and interpersonal skills that can be used to calm the situation and physical intervention skills used as a last resort when it becomes necessary to engage in physical contact with an individual. Specialist home office approved training is provided in special schools only where this may become necessary.
Core Content of Training

9.3
In general the following factors should be covered as a basis of  training;

· Organizational policy and values
· Customer care standards and expectations
· Complaints Procedures
· Definitions of workplace violence
· Risk assessment-dynamic assessment of a situation to assess risk and consequences
· Theoretical models of aggression, violence and conflict management - physiological and psychological process that occurs when people get angry, aggressive or violent
· Triggers and escalation - recognizing the triggers and signs of increasing aggression to enable workers to anticipate and defuse a situation
· Verbal and non verbal communication skills - understanding specific skills and controlling personal space
· Special client groups of people - e.g. drugs, alcohol, mental illness, learning disability, cultural differences 
· De-escalation and calming skills and exit strategies - through empathy, problem solving and win - win strategies
· Legal issues, self defence and use of force - workers need to understand their rights and responsibilities when confronted by aggressive and violent behaviour
· Support for staff - post incident - what support is available from line manager/organisational and specialist counselling
· Post incident reporting and briefing - understanding how to report an incident properly and be aware the reasons why it is important
Physical Intervention skills

9.4
Core content training for physical intervention must be informed by a training needs analysis and the risk assessment. This training is usually role specific and it is preferable to use non aggressive intervention techniques as this will reduce the likelihood of an escalation and the risk of injury to both employees and assailant. The following are a key pre-requisite for physical skills training;

· Core soft skill as described above, it is an essential pre-requisite of any course involving physical techniques
· Skills for protecting oneself or another from assault - “ breakaway “or “disengagement” techniques and skills to release holds and remove oneself/another from danger
· Legal issues - workers  must be critically aware of their powers in relation to detaining someone
· Additional core skills - such as escorting or guiding clients and skills in working with special needs/learning disability environments. 
Training Needs Review

9.5
The training delivered for each group/role must satisfy the following criteria:

a. Relevance - is it based on a thorough training needs analysis that considers the role, tasks performed and the risks associated with these?
b. Legal Review - is the content of the course legally correct? Will it stand up to examination in legal proceedings if tested
c. Health and safety, Legal and Medical Review - are the learning methods and content safe? Will it stand up to examination if tested in legal proceedings?
9.6
It is the responsibility of the training provider to show the appropriate legal and medical basis that underpins the learning solution being designed.

Training For Managers

9.8
Line managers have a great deal of influence in the approach in dealing with conflict and violence in the workplace their attitude towards the whole issue will influence how seriously those who work for them approach the issue. This influence will affect attitudes towards risk assessment, approach to conflict situations, reporting and aftercare.  Managers,  therefore, also need to be aware of the technique and skills in this area provided to the people they manage.

9.9
Therefore, it is important for managers of services where risk assessment has indicated a material risk of violence to undergo conflict management training and to gain additional knowledge in how to manage an incident and its aftermath including when and how decisions should be escalated.

Monitoring
9.10
The CoP will be monitored by the Health and Safety Service through training outcomes, risk assessments, compliance with procedures and completion of risk assessments and supporting control measures and action plans.. This will be achieved pro-actively checking that managers have completed risk assessments as result of appropriate training and information and instructions, by random sampling service records of risk assessments to check that they have been completed and that they have covered the  expected risks to a reasonable standard.. 

We will also monitor that staff have been informed of the risks of conflict in their roles where relevant, training needs have been identified and the measures to take to mitigate those risks.. 

The Health and Safety Service will also monitor incidents reported  and analyse the data to identify trends, hotspots or training a need or other issues .The service will also follow up areas of non reporting where there is evidence of under or non reporting,

Review
9.11
This policy will be reviewed bi-annually or following major changes in legislation or good practice or following  major incident to  seek opportunities to improve health and safety performance.

Appendix 2

Guidance/ Managers Resources

Anticipating violence and aggression

· All managers should assist workers in reducing potential risk by giving careful consideration to a worker’s capacity for managing the risk of violent situations. Where appropriate, advice should be provided on approaching, interviewing a potentially violent service user. Instructions about the use of escorts – Departmental or Police, about alert systems (e.g. on file or computer records), duty or message books, and the use of protective measures (e.g. personal alarms, car parking arrangements) should also be given to all relevant workers.
· Workers will have to manage and respond to people who become violent.?  In the majority of situations, it is possible to defuse this anger.  However, workers will receive the full support of management if they feel it necessary to abandon a situation.  If this becomes necessary, the worker must discuss the incident with their line manager, as soon as possible after the event.
Identifying early indicators of violence

It is important for managers/workers to recognize the early indicators and symptoms of those people whose behaviour is potentially violent.  The following lists some examples:

· Previous history.
· Deliberately provocative conduct (name calling, hiding property etc.)
· Being unnaturally quiet and withdrawn or alternatively excitable and boisterous (a noticeable behavioural change from the norm)
· Attention-seeking conduct.
· Over-sensitive reaction to correction or instruction.
· A feeling of tension.
· Imminent events, such as reviews or visits by parents.
· The person is under the influence of alcohol, drugs or other substances.
· Severe illness or disability leading to personal frustration.
Situations involving physical contact with people

· Violence directed at workers can stem from attempting to separate people during fights. If the risk assessment shows this to be a problem, clear guidelines need to be developed (ensuring that Bexley’s Legal Services have commented on them prior to them being issued) on when and how intervention should be attempted. Much will depend on the extent of the risk in the circumstances. Further information on this may be available locally e.g. DELS document on ‘Guidance On Aspects Of the Teaching And Care Of Children, Which Can Involve Physical Contact’.
· In any situation where physical restraint is used, workers must restrict themselves to the minimum force necessary, only for as long as necessary to control the situation. Legally, physical restraint is a trespass to the person and, if exercised without cause, might amount to false imprisonment. In such circumstances, anybody using restraint must be prepared to justify their actions on the basis of the situation at the time and the perceived risks e.g. self defense.
· Workers must not restrain service users unless they have received appropriate information, training and guidance.
· Attempts should always be made to deal with the situation through other strategies, before using physical restraint/force. Workers need developed strategies and techniques for dealing with difficult service users and circumstances, which they should use to diffuse and calm a situation.
· Workers must make a detailed, written record of any occasion where violence occurs. The Council’s Incident/Accident reporting procedure will need to be completed wherever a situation falls within the scope of this policy.
Environments where workers meet people

The environment can influence an individual’s behavior. Too little space can lead to tension; too much space can cause problems of supervision.

· Reception areas should be welcoming, relaxing and as pleasant as possible, with up-to-date reading material available.
· Reception areas should be easily identifiable and accessible and preferably be located close to the main entrance. 
· The reception desk should be equipped with an alarm button, or reception workers provided with personal alarms or other procedures in place to enable workers to summon assistance easily.
· The layout of the reception should not place workers in isolated positions. There should be a clear route of escape available.
· managers of workers using the rooms or alarms are all responsible for the checks
· The reception area must have notices displayed informing people of the Council’s policy on violence. (A notice for use in these areas is given in Appendix 4).
· Waiting times should be kept to a minimum. People should be informed as soon as possible about any waiting time and the reasons behind the wait as this will assist in reducing frustration.
Rooms where interviews/meetings take place

· Careful positioning of furniture is essential. The seating arrangements should enable the worker(s) to sit nearest to the door (and alarm button where available). The room should be checked at least daily by an identified worker, for any items that may be used as weapons. By the worker before using it?
· Where a risk assessment identifies the need for an alarm system or issue of personal alarms, workers must be informed, as part of their induction, how the system(s) operate(s) and how and when they should be used. Alarm systems should be tested weekly or at the manufacturers’ recommended intervals, maintained regularly and a record kept of this. Personal alarms should be tested weekly by user.
· Wherever an alarm system is used there should be a formal procedure for responding should an alarm be activated. This should identify the responsible persons, including cover for absences. Mock incidents using the alarm should be held at least every six months to ensure adequate response to activation.
· Interviews should not be conducted when other workers are not available to respond to an alarm call. This applies particularly outside normal working hours when most workers have gone home.
· Where it is thought that the content of an interview may lead to a violent reaction, workers must inform their line manager before commencement. Consideration should be given to holding the interview with more than one member of staff. All appropriate workers, e.g. reception workers, must be notified.
· Where it is identified as necessary, an interview room should have facilities to aid hearing-impaired service users, to reduce communication difficulties and consequent frustration.
· Where reasonably practicable, one interview room should have at least two doors, one of which is specifically for workers’ access/exit. This will enable workers to leave the room without having to pass the aggressor.
Interviewing/meeting people

Workers must be instructed in safe interviewing practices. Guidelines can never cover every eventuality, but the following may assist:

· The interview should not be conducted in isolation. That is:
· Someone else should know where the interview is taking place.
· Interviews should take place in a room where the individuals are visible to others, for example, via glass panels, but where the interviewee cannot be overheard. If this is not possible, a checking procedure should be implemented.
· As much information as possible should be found out about the interviewee prior to seeing them. Their files should be read and discussions held with colleagues/other departments and other professionals, as appropriate in accordance with the Data Protection Act 1998,.
· Workers should ensure there is a clear route to the nearest safe exit.
· A calm and reassuring attitude should be adopted.
· Problems should be discussed in a straightforward manner without the use of jargon or terminology.
· Threatening words or behaviour are to be avoided.
· A cooling off period may help. Breaks can be suggested with clear reasons given and a promise to return to continue. If the situation deteriorates, and it is safe to do so, the workers should retreat from the interview, clearly explaining to the interviewee the action being taken and the reasons why. A return should only be made if it is felt safe to do so.
· The situation may need to be assessed by line managers and appropriate action taken. If an interview has to be stopped, this must be reported to the line manager. and recorded on the client file an and incident form completed  If it was felt there was an immediate threat of violence, alarm should be raised and the worker should withdraw.
Joint interviewing

· If a worker suspects that a service user may be violent or aggressive, they should consult with their manager before arranging the interview. The worker should give the reasons for their concerns. Management should assess the risk based on the evidence available and should implement appropriate control measures. For example, it may be appropriate for two workers to be present during the interview.
Home visits/enforcement action/lone working

· Where home visits, enforcement action or lone working are required as part of the service provision, the Manager must ensure that a risk assessment has been completed and that appropriate control measures/procedures are in place. (To assist managers and workers identify what needs to be considered prior to carrying out home visits etc, a visit checklist is given in Appendix 2. See also Appendix 1 for Worker Information Leaflet No 046 on Lone Working).
· A number of occupations visit individuals in their homes. The majority of these visits are carried out without incident. However, when making a home visit/carrying out an inspection etc, workers are operating in a more isolated environment. Also the nature of the visit itself may raise the risk of violence.
The risk to workers is greatest where:

· There is a known history of violence.
· Threats of violence have been made recently.
· The reason behind the visit is either a denial of a service, an imposition of a service or for enforcement purposes.
· The individual may be affected by drugs, alcohol or mental health problems.
· There is a peer group that may influence the individual’s response.
· The visit occurs outside daylight and normal work hours.
· An assessment as to the appropriateness of lone working should be carried out taking into account the risks involved and the appropriate control measures that should be implemented.
· Prior to making a visit, an worker should:
· Read the appropriate file(s).
· Where possible, seek information from other workers/departments/ professionals as appropriate, in accordance with the Data Protection Act 1998, as given in 13 below.
· Ensure that others are aware of their whereabouts. This can be done by for example completion and monitoring of a movement sheet, in which the details of the visit are logged before/after  attendance. The risk assessment and agreed  control measures should determine the method, level and frequency of contact  as well as the action to take
· Have, where possible, access to a mobile phone or other communication devices with an identified responder.. Individuals using these pieces of equipment are responsible for ensuring that they are recharged after use.
· Consider the timing of the visit, if that is within the worker’s control. 
Questions that may need to be asked include:

· who else will be there at the visit?
· will it be dark?
· will alcohol, drugs or other substances have been consumed/used by people prior to the visit?
· Decide whether it is appropriate to request the Police or Council approved security support to attend.
· Where two or more workers, or others acting on behalf of the Council attend, an agreed ‘distress’ signal should be arranged beforehand.
· Discuss any concerns with their manager.
· Give prior notification of a visit to people being visited wherever possible.
On arrival, workers or others acting on behalf of the Council:

· Should check the identity of who they are talking to.
· Should make their identity clear and the reasons for the visit/inspection, where prior notification of the visit is not practical due to the nature of the visit.
· If there is an aggressive reception at the door, or the people/person appear(s) to be under the influence of alcohol, drugs or other substances, or otherwise out of control, the worker should not enter the premises.
· The worker should remain alert to changes of moods, movements and expressions.
Situations involving contact with dogs

Where workers have to call at peoples’ homes or where their work takes them to peoples’ premises, they could be faced with having to deal with an unfriendly dog. Guidance on this is given in Worker information Leaflet 053/3 – ‘Dealing with an unfriendly dog’ and should be issued to managers/workers where appropriate. In addition to this:

· All managers should ensure that there is a safe system of work for activities bringing workers into contact with dogs, and that workers follow them. These should be regularly reviewed to ensure that they remain effective.
· All workers have a responsibility to report all incidents,(using LB Bexley’s incident report form) of actual or potentially violent situations involving dogs to the attention of their manager and colleagues. Managers should ensure that there is a system to exchange this information which complies with the Data Protection Act 1998 (As amended), where others could be considered at potential risk. Refer to Section 14 for further guidance on this. Managers should review the risk assessment in light of any new information regarding the above and take action, as appropriate.
Building security

· The need for security measures such as entry control or surveillance systems will depend on the assessment of risks at individual premises. Factors that need to be considered when selecting any equipment include its ease of use by workers and the need for emergency access or escape.
· Workers are responsible for ensuring that entrance doors are closed after use.
· Workers should wear I.D. cards at all times in the workplace, where they have been issued.
· Any unaccompanied persons, not wearing an I.D. card or visitor’s badge, in unauthorised parts of the building, should be asked what business they have and with whom. If a member of staff does not feel able to do this they should alert an appropriate person, e.g. a manager or hall keeper. Workers should not try either to detain or evict an intruder by force. If the intruder refuses to leave the premises after being requested to do so, or an offence is suspected, police assistance should be sought.
· In no circumstances should workers give out security door codes. These codes should be changed regularly.
· In the case of educational premises, Section 547 of the Education Act 1996 provides an additional remedy to Local Education Authorities. Section 547 provides that: “Any person who without lawful authority is present on premises to which this section applies and causes or permits nuisance or disturbance to the annoyance of persons who lawfully use those premises (whether or not any such persons are present at the time) is guilty of an offence”. Appendix 3 provides further guidance on this.
Travel

When using cars, workers are advised to:

· Keep their car in good working order, have it serviced and checked regularly.
· Join one of the breakdown/rescue organisations.
· Make sure they have change, a ‘phone card’ and/or a mobile phone for use in an emergency.
· Stay in the car as much as possible. Keep the doors locked and windows closed whenever possible.
· Keep handbags, briefcases etc. out of reach of open windows in case of snatch thieves.
· Lock valuables in the boot.
· Always lock the car, even if only paying for petrol.
· When parking in daylight, consider what the area will be like in the dark.
· Park in a well-lit place that is busy. Multi-storey car parks or car parks with poor visibility should be avoided where possible.
· Check the back seat before getting into the car.
When traveling on public transport, workers are advised to:

· Always sit near the bus driver or stay downstairs.
· If possible, wait for the bus at a busy stop that is well lit, or a bus stop close to area of activity – for example, a garage or a late shop.
· Have the fare ready, separate from other money or valuables.
· Try to avoid having hands full with heavy bags.
· Wear sensible shoes.
· On trains sit near the alarm pull, if possible, or at least register where it is.
· Stay alert to what is going on.
· Note the exits and the station alarm pull in underground stations.
· Sit in busy compartments, where possible.
When using cabs, workers are advised to:

· Use a licensed ‘black cab’.
· Ask the company for the driver’s name and call sign when booking a cab and ask what type of car is being used.
· Try to avoid phoning where someone can overhear personal details, names etc. Check the driver’s name and confirm the company’s name when the cab arrives.
· Always sit in the back.
· Ask to stop at a busy, familiar place and get out if they feel uneasy with the driver.
· Have the cash ready before arrival at the destination and leave the cab prior to paying the driver.
· Have door keys ready and enter the home quickly.
When travelling on foot workers are advised to:

· Think ahead, be alert and be aware of the surroundings.
· Keep to busy, well-lit roads and avoid poorly lit or quiet underpasses.
· Not carry valuables (i.e. excessive amounts of cash or expensive jewellery) about their person.
Sharing information in accordance with the Date Protection Act 1998.

Under the Data Protection Act 1998 information can be shared with Line Managers, other departments of the Council and, where appropriate, external organizations if the sharing of the information is of a public nature and in the public interest. This means that so long as the data is disclosed on a “need to know” basis, for example for identifying people with a potential for violence to colleagues who could be at risk by coming into contact with them during the course of their work, it will be justified. Consideration must always be made when sharing information to security both in the transfer and on receipt. Those receiving such information should provide assurances that confidentiality and security will be maintained at all times.
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