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	 YOU SHOULD ENSURE THAT:-
· You read, understand and, where appropriate, act on this information

· All people in your workplace who need to know see this procedure

· This document is available in a place to which all staff members in your workplace have access


PURPOSE
To describe the Department’s requirements in relation to the management of violence and aggression at work, and the reporting of such incidents.
SCOPE
The procedure describes the responsibilities managers have to ensure the safety of employees who might be subject to acts of violence or aggression from members of the public, service users or relatives, etc. The procedures also apply to volunteers recruited by the Department.
POLICY

The Adult Services department recognises the risk of violence, threats and aggressive behaviour towards its staff and is committed to a programme of prevention and non-tolerance. We will take all reasonable and practicable steps to comply with relevant legislation and best practice guidance regarding violence at work and will carry out risk assessments, take suitable precautions and provide adequate information, instruction, training. We encourage employees to report all incidences of violence and aggression so that we can learn from them and provide support to those affected.
REFERENCES TO LEGAL, CENTRAL GOVERNMENT AND OTHER EXTERNAL DOCUMENTS, INCLUDING RESEARCH

Health and Safety at Work etc. Act 1974                                                                                             The Management of Health and Safety at Work Regulations 1999
Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 1995 (RIDDOR) 
Rights, Risks and Restraints – Use of restraint in the care of older people – CSCI/214, 2007  
Violence at Work – HSE ING(G)69L  http://www.hse.gov.uk/pubns/indg69.pdf                                  
HAMPSHIRE COUNTY COUNCIL AND ADULT SERVICES DEPARTMENT REFERENCES
Corporate policy on Violence and Aggression,  
http://intranet.hants.gov.uk/hrsafety/polstan/violence.htm
Safe Use of Reception Areas and Interview Rooms, departmental procedure 18/02, 
Residential, Nursing and Day Care Practice Manual, Practice Nos. 433

Incident Reporting & Investigation, departmental procedure 19/07
Guidance for Staff Who Support Adults Whose Behaviour Challenges Services, departmental procedure 27/05 http://www3.hants.gov.uk/departmental-procedures-main.htm
DEFINITIONS

For the purpose of this procedure, violence is defined as:

(i)
Aggressive physical contact which may or may not result in pain and/or injury.
(ii) Other aggressive behaviour including threatening physical violence, verbal or written abuse,  intimidating behaviour causing fear or concern and sexual, racial or other harassment.

(iii) Aggression to property which may encompass a range of behaviour from throwing a cup to ransacking a building.
(iv) Behaviour which is involuntary but which results in aggressive physical contact or abuse – “Challenging Behaviour”.
ROLES
Managers are responsible for implementing this procedure and all employees are expected to take reasonable care of themselves and others.
AUTHORITY TO VARY THE PROCEDURE
Gill Duncan, Assistant Director Adult Services
PROCEDURE
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1
MANAGEMENT SUMMARY
1.1
Ultimate responsibility for all health and safety in Adult Services rests with the Departmental Management Team (DMT) who expect the management structure to implement policies and procedures issued under their name.

1.2
These procedures explain the actions required and the performance standards expected of all line managers who have responsibility for employees who may be subject to violence, threats and aggressive behaviour.
1.3
Commitment must be transparent and all managers should show by their behaviour that they take the risks of violence, threats and aggression seriously. This main policy and procedure needs to be supported by more detailed local procedures and arrangements and an assurance that it will be implemented. The key elements are:
· recognition of the risk
· a commitment to introducing measures to reduce that risk
· a statement of who is responsible for doing what
· an explanation of what is expected from individual employees
· commitment to supporting people who have been assaulted or suffered verbal abuse
1.3
Managers need to take account of the cumulative effects of exposure to violence in their 
arrangements to manage stress and help people cope in their job. Particular attention should be paid to Appendix (b) on post incident support where management action is crucial to determining an employees’ state of mind and their fitness to return to normal work following an incident or to require further support.

1.4
These procedures contain practical guidance in Section 4 on assessing the risk of violence and aggression and identifying those workers who may be at risk.

2
INTRODUCTION
2.1
Violence and aggression is one of the main health and safety risks facing staff who work in 
Adult Services. Being subjected to violence and aggression, whether verbal or physical, may
not only be demoralising and stressful for an individual but can also affect their performance 
at work as well as their life and relationships outside work.
2.2
In some cases violence and aggression may have obvious results such as physical injury, 
absence from work or perhaps an inability to return to the same job. But in the worst case, 
some incidents can lead to permanent incapacity or may even be life threatening.
2.3
Although staff are sometimes confronted with situations which are threatening and frightening,  and occasionally they take the form of physical aggression, more often it is verbal abuse or threats that they face. All of these events are distressing, quite apart from any personal injury that may occur.

2.4
The Adult Services department deplores any acts or threats of violence or aggression towards its staff and acknowledges its responsibility to protect the health and safety at work of their employees. Whilst violent acts can be perpetrated by anyone, the department also recognise that it could emanate from a service user who may be in a confused or disturbed state of mind when violent or aggressive acts occur. In those circumstances, those facts have to be taken into account when considering the outcome of an event and the remedial action necessary to prevent a reoccurrence.

2.5
The Adult Services department will do its utmost to avoid and prevent the risk of aggression or violence towards its staff whilst they are at work. Where this is not possible, we will do everything practicable to minimise, manage and control such risk and such actions. We also reserve the right to take legal action or request legal constraints against individuals, where this is necessary to protect staff. 


2.6
The Adult Services department will put in place systems to support staff who have 
experienced or observed violence and aggression in addition to the established counselling 
support that has always been available from the Employee Support Line (esl),  http://www.hants.gov.uk/employeesupport/.

2.7
This procedure provides practical advice for managers and their staff on how acts and the 
causes of violence or aggression can be tackled.  It sets out an approach that should be 
adopted as good practice.

2.8
To know the true extent of aggression towards our staff it is essential that the incident reporting procedures outlined here are fully utilised. Only by monitoring all incidents of aggression and violence, when, where and how they occur, can positive action be taken to reduce the risk to staff from acts of violence.

2.9
In extreme cases (code RED) the Critical Incident Reporting procedure (17/06) will be activated and will apply across all the reporting and investigation requirements.
3
LEGAL REQUIREMENTS
3.1
Health and Safety at Work etc Act 1974

3.1.1
Employers have a duty of care for the health, safety and welfare of all employees whilst they are at work and to other people who may be put at risk by their activities. 
3.1.2
Employees are required to “take reasonable care for the health and safety of themselves and of other persons who may be affected by their acts or omissions at work”.
3.2
Management of Health & Safety at Work Regulations 1999

Employers must publish a health and safety policy and carry out risk assessments on all work 
activities.

3.3
Reporting of Incidents, Dangerous Occurrences & Diseases Regulations 1995
Employers must notify the HSE in the event of an accident at work to any employee resulting in death, major injury or incapacity for normal work for three or more days.
4           RISK ASSESSMENT

4.1
Risk assessment lies at the heart of an effective organisational response to workplace violence and aggression. Without a deep understanding of the nature and extent of the risk it is impossible to develop a targeted preventative strategy that will successfully address the hazards.

4.2 
Anyone who has contact with members of the public is potentially at risk and these are                                                    
some of the factors that we know increase the risk to employees:

· handling money or valuables

· lone working

· use of statutory powers
· making home visits

· working with vulnerable service users
· doing out of hours work 
· performing emergency duties

· acting as a driver or escort 

4.3
The best approach to identifying the risks is by consulting your staff to find out whether they ever feel threatened at work and if so how. It is of course recognised that sometimes violence can be difficult to anticipate, as it is not always premeditated and does not always have an obvious cause, e.g. with dementia induced aggression, but the best available information should be used to try and predict an adverse reaction happening. 
4.4
When assessing the risks to employees, it is essential to take into account the following things: 
(i) environmental setting conditions such as:

·     space available
·     presence of other people
·     presence, and control of, pets

·     individual programmes and timetables
·     cleanliness of surroundings
·     noise levels
·     lighting levels
(ii) personal setting conditions such as:

·     clinical/dynamic variables, e.g. substance misuse, lack of impulse control, anger, mental illness, self-harm, recent personal history
·     historic/static variables, e.g. history of violence, medical/psychiatric diagnoses, previous personal history


(iii) staff factors such as:

· their age/experience, attitudes, interpersonal skills, training levels
· working alone, time of day, travel methods used, communications available

4.5
It is equally important for employees to assess their own ways of working.  Many people unwittingly take risks at work, most of which could be avoided by minor changes to current practice and procedure. Most specifically, nobody should feel that violence and aggression is “part of the job”. It isn’t.
4.6
Planning for the avoidance of violence is a task for all employees to undertake with their managers.  You will have to find measures that are right for your workplace. It is likely to take time, careful planning and a combination of remedies to achieve the objectives of minimising the risk.
4.7
The actual process of risk assessment, and the fundamental principles involved, is covered more fully in departmental procedure 21/06. The HSE favours a five-step approach to risk assessment and if you are responsible for carrying out a violence and aggression risk assessment you might find it helpful to use this model to structure your approach:
4.7.1
The five step approach to risk assessment

Step One: Look for hazards

Find out if you have a problem:
· identify situations in which violence is likely to occur

· identify potential assailants, who may include the relatives and friends of a service user
· talk to local managers, employees and their representatives to find out what actually happens in the workplace
· identify common triggers and flashpoints in each hazardous situation

· do research and look at records of previous incidents
· take into account particular activities which might present a high risk of violence, such as delivering unwelcome information
· consider carefully the risks to staff from particular groups such as those with mental health problems or those with learning difficulties 
Note: Most people with mental health problems, even severe problems like schizophrenia, are 
NOT violent. There is a much stronger link between drug and alcohol dependency and 
violence than between mental illness and violence. People who experience mental health 
problems are many times more likely to commit suicide than homicide and the beliefs and 
stereotypes about the link between violence and mental illness can grossly overestimate the 
actual risk.

Step Two: Decide who might be harmed and how?

Identify which employees are at risk. Those who have face-to-face contact with the public are 
normally the most vulnerable. Where appropriate, identify potentially violent people in 
advance so that the risks from them can be minimised. 

Consider these contributory factors that can increase the risk of violence including:

· lone working


· working after normal working hours

· working and travelling in the community

· handling valuables or medication (e.g. pensions or prescriptions)

· providing or withholding a service

· exercising authority

· working with people who are emotionally unstable

· working with people who are under the influence of drink or drugs

· level of staff training, experience and skills that will affect their vulnerability to assaults

· remember the effect upon staff of repeated or severe verbal abuse or threats

· remember too that it is usually a combination of factors that give rise to violence

Step Three: Evaluate the risks

Once you have looked for the hazards and identified who might be harmed and how, you 
need to check whether the precautions already in place are adequate. If they are not and 
significant risks remain, you will need to do more. Consider the significant risks and those 
which affect the most people first. The most effective precaution is to avoid risk altogether by 
changing what you do and how you do it.  But this may not always be possible, in which case 
you need to consider the steps that can be taken to minimise the risk. You may find it helpful 
to ask yourself the following questions:
Is there any way we can change:

· the jobs people do?

· the circumstances in which they work?

· the way jobs are done?

· the working patterns and practices?

· the staffing levels and competence?

· the workplace – physical aspects of the premises?

· the information given to employees?

· the system for sharing information?

· the security measures?

· the response to incidents?

· the incident reporting system?

Is training directed at the risk and to the relevant employees?

Are managers fully involved in the procedures, policy and training?

Are there support systems for employees which are confidential and accessible?



Step Four: Record your findings

Managers should use the assessment to identify and implement measures necessary to 
reduce risk. The main findings of the risk assessment must be recorded in a way which 
provides a useful working document for managers, employees and their representatives. 
They will then understand what action they need to take and find it easier to decide when the 
assessment needs to be revised. These may include:
· the hazards identified, potential assailants and high risk areas

· the staff groups exposed to risks
· the existing preventative measures
· an evaluation of the remaining risks
· any additional preventative or control measures identified.


Step Five: Review and revise the assessment

Managers should review the risk assessment at regular intervals or if developments suggest it 
may no longer be valid, or may be improved. This review process works best if it is part and 
parcel of the ongoing management of health and safety. It may raise questions about:

· when and how decisions are made about workplaces, jobs and management systems
· the flow of information within the organisation
· the role of specialist advisers
· the system for responding to incidents including investigation, remedial action and support for employees
· the recording system for incidents, e.g. does it capture all relevant information?

Information about risk assessments needs to reach people who make and implement the 
policies and procedures so that they can amend as necessary.
4.7.2 
Deciding what action to take to reduce the risk

Once the risk assessment has established who is at risk and how, action needs to be taken to 
implement control measures and to share the information with employees. 
Examples of some control measures are given below:

· make a rapid dynamic risk assessment for each situation 

· seek assistance where possible 
· remember the option to exit 
· where appropriate, explain to the other person the consequences of their action (e.g. the possibility that staff member will have to leave, or ask the other person to leave) 
· avoid blocking (or being blocked by) the other person’s ability to leave 
· remain calm – easier said than done, but facilitated by: 

· taking a deep breath 

· focusing on what the other person is saying 

· speaking at your usual pace, pitch and volume 

· avoiding squaring up to the other person 



Examples of control measures in premises include:

· consider the layout and design of buildings, in particular the provision of informational signs

· have a reception system that allows staff to receive visitors, direct them to their destinations and answer queries
· treat callers with courtesy and keep waiting times to a minimum
· afford privacy to callers but include unrestricted access to a safe place within the workplace for staff
· remove objects that have potential to be used as weapons 
· use security measures such as staff identity cards, fencing of the site, and controlling entrances to Council occupied buildings
· see also departmental procedure 18/02 Safe Use of Reception Areas 



Examples of control measures through working practices include:
· introduce safer systems of work such as use of a "stand by" person, prearranged interruptions, or by the use of verbal "codes" requesting assistance, as well as by conventional alarm systems
· use previous known information on service users or customers which shows them to be potentially violent or to display aggressive tendencies in certain situations to change or amend systems of work

Note: Where different risk assessment processes exist within the organisation, e.g. individual 


behaviour management plans, individual care plans, situational or task based risk assessments, it is essential that the cumulative information is effectively communicated to those likely to be exposed to the risk. Sometimes it will also be necessary to share information between teams and even other workplaces where the safety of employees is likely to be put at risk.
Ensure there are suitable procedures for reporting-in and back up for staff visiting service users at home, particularly at the end of the day.  A location board could be used to provide information about the whereabouts of staff away from their work base but it is important that it is kept up to date. See also the departmental procedure 26/06 on Lone Working.

A system for raising the alarm should be available to use and the response practised. Staff 


should not be left alone without the ability to raise an alarm but where this is unavoidable, consideration must be given to the serious implications of this action. 
Levels of competency, including such things as interpersonal skills required for particular staff 
groups, should be determined during the risk assessment, and appropriate training should be 
given as necessary. Competence needs to be considered at recruitment, placement, transfer 
of staff and if jobs change. The risk assessment may identify requirements for new 
equipment, procedures, training or even buildings. It is never possible to implement 
everything at once so the plan should prioritise action according to risk.

4.7.3
Taking action

What is needed is an understanding of situations, tasks, times, locations, where violence is most likely to occur. The type of violence encountered should be factored in to the equation, e.g. physical, threats, verbal abuse. Only this detailed analysis will enable Adult Services to understand in sufficient depth the immediate and underlying causes of violence and take appropriate action.

The physical safety of staff is more important than the security of buildings and objects. Management and staff should discuss which situations give cause for concern and what preventative action is needed to help them feel secure. Incompatibilities between service users and staff should be reviewed with care. 
Unless the policy, organisation and culture are such that the risk of violence is taken seriously at all levels, it is unlikely that the control measures will work. Some employees may accept too easily the risks which they see as part of their job but they may co-operate more readily if they see that a control measure will help reduce the risk to others too. 
Managers need to ensure that the procedures in place are appropriate to the level of risk. Staff exposed to the risk of violence need proper training, for example de-escalation skills, primary, secondary and tertiary actions, etc. It is important that they are aware of the criteria for initiating procedures and are free to do so when they feel under threat. Procedures given to staff should:

· be clear about the approach expected from them towards violence and aggression

· describe the circumstances in which an incident response should be initiated
· nominate an individual to co-ordinate response action
· set out any circumstances in which restrictive physical intervention can be used
· include criteria for calling the police
· give clear guidance on reporting arrangements
· indicate follow-up actions, including staff de-briefing and support
· commit to practice sessions and discussion
The effective co-operation of all employees is essential and can best be achieved by fully 
involving them and their representatives in assessments and discussions on the nature of 
risks, control measures, potential assailants and hazardous situations.

4.7.4
Checking what has been done

Check on a regular basis how well your arrangements are working, consulting employees or 
their representatives as you do so. Consider setting up joint management and employee 
focus groups to do this. Keep records of all incidents and examine them regularly because 
they will show the progress you are making and if the problem is changing. 

If your measures are working well, keep them up. But if violence is still a problem, try another approach. That will mean going back to your original risk assessment and trying to identify other preventative measures that could work. You should also feedback to senior management details of progress and problems experienced. They can then seek out details and experiences from other staff groups and similar external organisations that may help alleviate stubborn problems.

5
INCIDENT REPORTING
5.1
An accurate incident reporting system is of central importance in managing the risk of violence. It is imperative that all incidents are reported as soon as possible after an event and that employees inform their manager following an incident of violence or aggression.

5.2
Every incident presents an opportunity to learn from what happened so as to prevent a recurrence. Data collected can indicate hot spots and trends which can be followed-up later.
5.3
The incident reporting process should be carried out as follows: 

· the aggrieved employee or their immediate supervisor or manager should complete an incident form (this can be done online for some staff or in the Accident Book for others)
· the Line Manager should carry out an investigation, where they feel one is necessary, and record their findings and recommendations

· a copy of Accident Book entries should be sent to the Health & Safety Team at Regency House in Winchester or handed to any Facilities Manager 
5.4
Full details of the departmental Incident Reporting process can be found in procedure 19/07.

6
INCIDENT INVESTIGATIONS
6.1
A thorough investigation is fundamental to determining all the facts and root causes of incidents and the results may then be used as evidence in any future litigation. 

6.2
Any investigation can only be as good as the method used to carry it out. It should always involve the systematic collection and evaluation of the facts, even those that may initially seem irrelevant or unimportant.

6.3
Incident prevention can only be effective if the diagnosis arrived at during any investigative process is then used to suggest solutions and put corrective measures into practice to prevent recurrence.

6.4 Effective investigations require you to:

· collect full details of the incident and establish all the facts surrounding it

· aim to learn from the experience and take steps to prevent a repeat occurrence.


· determine what action may be appropriate in the circumstances. These may include:

· changes to a system of work

· extra training in personal safety, de-escalation techniques, etc.
· more information and/or instruction

· closer supervision and/or monitoring

· disciplinary action

6.5
If an investigation reveals a failure of work equipment, personal protective equipment or a safe system of work, a risk assessment should be carried out to determine the levels of hazard and risk involved in the actions being taken at the time of the incident.

7
INFORMATION, INSTRUCTION & TRAINING
7.1
Managers must ensure that staff are made aware of areas and situations which may put them at risk of violence, the protective measures that have been put in place to protect them, the actions they should take to protect themselves, instructions in the use of any protective equipment that has been provided and the incident reporting procedures they should use.
7.2
There is an on-going training programme which aims at increasing the awareness, skills and knowledge of all staff in the management of violence and aggression which should be made available to all staff who are assessed as being at risk.  This will help to prevent violence and enable staff to handle acts of aggression and violence with greater confidence and competence.  

7.3
Training should encourage confidence but not arrogance in staff.  A confident person is less likely to be attacked, as actions speak louder than words. Employees should not be defensive, but trained to speak firmly and politely, keeping their temper under control to manage or diffuse the situation, adopting a non-threatening posture and maintaining a physical distance. To avoid violence is a sign of strength not weakness.

7.4
You may wish to focus on customer care initiatives in your team to ensure staff do not inadvertently provoke people by their own actions. Employees should be encouraged to trust their intuition and admit to being afraid at times. Fear itself is arguably one of the best responses a person can have in a violent situation, if they know how to handle it.

7.5
Induction training should always include a briefing about the potential for violence and aggression a particular job and the preventative/precautionary measures in place.
7.6
Records must be kept of all training received and be retained for a period of six years.
8
EMPLOYEE RESPONSIBILITIES & RIGHTS
8.1
Employees have a general duty to take care of their own health, safety and welfare and that 
of other people who may be affected by their actions.

8.2
Staff should wear clothes and footwear appropriate for the task or job they are doing. The wearing of jewellery, such as neck chains, pendants and earrings can increase the possibility of personal injury or attack, as the aggressor can catch hold of the jewellery, and pull or twist the item, inflicting pain on the wearer.

8.3
Employees must co-operate with managers by:

· attending relevant training courses on violence and aggression
· not doing anything that would place themselves or other people at unreasonable levels of risk that cannot be safely managed
· using recommended control measures and procedures designed for their safety

· making proper use of equipment provided for their safety

· reporting any concerns about health and safety or bad practice they observe to their supervisor/manager

· reporting any medical conditions or health problems (temporary or otherwise) that could affect their ability to work safely

8.4
Reporting promptly all incidents and dangerous occurrences to their line manager as soon as possible after the event.

8.5
In addition, employees have a right to be treated with fairness, equality, dignity and without discrimination, to know what is expected of them, to be supported in managing their workload and to have their health and safety needs recognised.

9
MONITORING & REVISION

9.1
This policy and procedure will be monitored and reviewed to ensure that the corporate and departmental standards are being achieved. Workplaces will be audited for compliance on a regular basis and incident reports will be used to make comparisons with similar organisations and learn lessons. 
10
MANAGEMENT PERFORMANCE STANDARDS

10.1
Managers shall:
· read this policy thoroughly and comply with the recommendations
· ensure that all relevant staff are aware of the policy
· follow also, where appropriate, the Guidance contained in Staff Who Support Adults Whose Behaviour Challenges Services, departmental procedure 27/05
· identify any hazards regarding violence, threats and aggression that could be faced by their members of staff

· assess the level of risk involved and who exactly may be exposed to violence, threats and aggression
· introduce control measures to reduce the risk of violence and aggression occurring

· review assessments at regular intervals or when there is any change to the risk of violence, and in any case after a serious incident of violence towards an employee has occurred

· ensure adequate information, instruction and training is provided for all staff likely to be exposed to violence and keep written records of that training
· ensure systems exist to monitor the effect of preventative measures

· report all incidents of violence and aggression promptly and carry out an investigation where necessary
· ensure no persons, particularly young or inexperienced persons, are engaged on any work activity where technical knowledge or experience is necessary to prevent danger, unless they are adequately supervised
· seek help from the Health & Safety team when they have any concerns about violence, threats or aggression that they feel unable to manage themselves

Important Note: Physical Intervention/Use of Restraint
CSCI issued new guidance in November 2007 entitled “Rights, Risks and Restraints”. http://www.csci.org.uk/PDF/restraint.pdf. This document is an exploration into the use of restraint in the care of older people. Managers should acquaint themselves with this guidance but a departmental review will decide upon future action in this area and this procedure will then be updated.  

There is already departmental guidance on physical intervention on pages 10 & 11 of Procedure 27/05 “Guidance for Staff who Support Adults Whose Behaviour Challenges Services”. This was written for staff who work with adults with learning disabilities but the principles are similar for all.
As a general rule, physical intervention should only be used as a last resort when less restrictive options have failed, e.g. distraction, discussion or persuasion, and there is an immediate risk to the service user or staff. Adult Services does not have a policy of non-intervention and staff are not expected to accept violence, threats and aggression as “part of the job”.
Our training programme from Maybo already includes advice about physical intervention for staff working with Older Persons and there are separate training programmes for staff in all sectors of the department.
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Appendix (a)










Appendix (b)
The Primary, Secondary & Tertiary Response Cycle

Effective violence risk reduction involves a continuous cycle of activity undertaken at both an organisational and individual level.  The activities may be categorised under three broad headings: 
· Primary 
(proactive and preventative) 

· Secondary 
(interpersonal) 
· Tertiary 
(emergency and post assault) 
Primary Response 

This refers to action taken at both organisational and individual level to prevent conflict situations arising or reduce their likely frequency.  At an organisational level this includes:

· Establishing effective policies 

· Establishing safe systems of work in collaboration with employees

· Reviewing high risk tasks 

· Reviewing environmental design to eliminate or reduce risks

· Assessing risks

· Implementing effective security measures, alarms, CCTV, lone worker monitoring

· Providing staff with necessary training
· Reporting, monitoring and reviewing incidents and learning from what happened to prevent 
recurrence. (Preventive action is a continuous process.)

At an individual level primary response involves understanding the risks, complying with safe practice guidance and putting training and learning into practice. 

Where work activity involves exerting control over the behaviour of others the risk of conflict and escalation to violence is high. It is important to have in place effective emergency response procedures to provide a ‘hands on’ capability.

Secondary Response

This refers to action taken at the point of contact to prevent conflict escalating to violence. 
It typically involves the use of interpersonal skills, defusing and calming strategies, or team tactics to de-escalate, control and normalise a conflict situation. 

Tertiary Response

This refers to action taken when violence is occurring and after it has occurred to prevent or reduce the potential for physical and psychological harm.  

Tertiary activity may include applying emergency procedures, exit strategies and in certain environments physical intervention skills. Tertiary activity also includes providing post incident support for the victim and managing the situation through to recovery.  

Underpinning the risk management system must be a comprehensive process of risk assessment supported by incident reporting, reviewing and learning processes that will provide feedback for the review of primary, secondary and tertiary control measures in a continuous improvement cycle. 











Appendix (c)
Post Incident Support

· Employees who are subjected to incidents of violence or aggression whilst at work are likely to suffer stress as a result.

· The extent of shock should not be underestimated
· Employees must be offered every reasonable support – both practical and emotional – as soon as possible after an incident.

· Feelings of guilt and fear in the victims of assault may be long- lasting, and always need to be treated sensitively.

· After the effects of shock are over, discussing what has happened should help employees to learn about the handling of future incidents
· Confidential and professional counselling is available from the County Council’s employee support line (esl), which can arrange for a counsellor to support and help a victim to manage his/her feelings after a violent or aggressive incident.


Helpline Number 01962 846388.

· Group debriefing can play an important part in the recovery process, in addition to ongoing support from management.

· Trade unions and professional associations may also be able to provide practical help and advice.

· Witnesses to a violent incident should be approached for a factual statement as soon as possible.

· The question of police involvement and prosecution should be given early consideration by the manager.

· The future management of the offender should be determined; sanctions may be necessary in order to safeguard employees.  The perpetrator may also feel guilty and frightened and need to talk.

· Employees may, in certain circumstances, be able to make a claim for compensation from the County Council.

· Employees may also be able to obtain compensation from the Criminal Injuries Compensation Board.
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