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1. Overview

This guidance explains what work-related violence and aggression is and how
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employers can protect workers from it.
It is also aimed at safety representatives and people responsible for health and

safety in their workplace. We have separate advice for workers.

If you're self-employed, you can check if health and safety law applies to you.

This guidance covers the law, how to assess the risks and put the right controls
in place to protect workers.

It also covers what you should do if an incident does occur, what to report and how
to support any workers who may be physically or mentally affected.

Definition of violence at work

The Health and Safety Executive (HSE) defines work-related violence as:
‘Any incident in which a person is abused, threatened or assaulted in
circumstances relating to their work.’
It is important to remember that this can include:

e verbal abuse or threats, including face to face, online and via telephone

e physical attacks
This might include violence from members of the public, customers, clients,
patients, service users and students towards a person at work.
For violence to be work-related, it must be in connection with the work activity.
For example, the following situations would not be included in this definition:

e personal disputes between workers and other people, such as family

members
e violence between people not at work, such as customers or service users

HSE is not the primary authority for cases of bullying, harassment or domestic
abuse in the workplace. However, we have legal advice from other sources.

Impact of violence
Work-related violence can have an impact on both you and your workers,
including those who may witness an incident. It can cause:

e injury
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e stress and mental health conditions
e disability or death

There can be physical harm, but serious or persistent verbal abuse or threats can
also have a serious effect on a worker's mental health.

For employers, violence can lead to increased staff sickness, poor morale, and a
damaged reputation, making it difficult to recruit and keep staff. It can also mean
extra cost, with higher insurance premiums and compensation payments.

We have more information on providing support after an incident.
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2. What the law says

Health and safety law applies to risks from work-related violence, just as it does to
other risks from work. The main pieces of relevant legislation are provided below.
Health and Safety at Work Act

This Act places a legal duty on employers to ensure, so far as reasonably practicable,

the health, safety, and welfare of workers. This includes protecting them from work-
related violence.

Every business must have a policy for managing health and safety.

Management of Health and Safety at Work Regulations

These Regulations require employers to assess the health and safety risks to workers,

including the risk of work-related violence.
In addition, employers have a requirement to:

e appoint competent people

e set up emergency procedures

e provide information and training to workers

e work together with employers sharing the same workplace

Workers, on the other hand, are required to use the information and training they have
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received, and to report dangerous situations or failings in health and safety
arrangements.

You can find guidance on workers’ responsibilities. Health and Safety Law: What you
need to know (PDF)

Reporting of Injuries, Diseases and Dangerous Occurrences Regulations (RIDDOR)

Under these Regulations, employers, certain self-employed people and those in
control of work premises must report certain workplace injuries, dangerous
occurrences and occupational diseases to HSE.

More information on reporting violent incidents.

Safety Representatives and Safety Committees Regulations
Under these Regulations, employers have a duty to consult with their workers, or their
representatives, on health and safety matters.
These Regulations apply in workplaces where:
e the employer recognises trade unions
e trade unions are recognised for collective bargaining purposes
.
Health and Safety (Consultation with Employees) Regulations
These Regulations apply in workplaces where workers are not covered by
representatives appointed by recognised trade unions.

More information on consulting workers.

Legal advice from other sources
HSE is not the primary authority for cases of bullying, harassment or domestic abuse
in the workplace. However, there are other sources of advice:

e Acas information on dealing with discrimination, bullying and harassment at

work
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https://www.acas.org.uk/about-us

e GOV.UK guidance on dealing with domestic abuse
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3. Assessing the risks
As an employer, you must carry out a risk assessment to identify significant risks to
your workers and implement effective control measures. This includes how to prevent
and manage violence.

You must consult your workers and their representatives on health and safety.

A risk assessment alone will not reduce the occurrence of work-related violence, but

the actions you take following on from it should.

Identify hazards

The first step in your risk assessment is to identify the hazards. A hazard is anything
that can cause harm to people.

This can include both verbal and online abuse, and physical assault to your workers.

There are number of ways to identify your hazards, but here are some tips:

e ask your workers about their experiences and what they think — this can be
done through supervisors, managers or safety representatives, or through a
survey

e look around at your workplace, including how people work and their working
environment

e look back at your incident records on work-related violence

e there may be a known pattern of violence linked to certain work situations

(professional organisations and trade unions may have useful information)

Assess the risks
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Once you have identified the hazards, decide how likely it is that a worker could be
harmed and how serious it could be. Think about whether there are any workers at
different or additional risk.

For example, lone workers may be at greater risk due to the lack of nearby support to

help prevent an incident or help if things go wrong.

New starters, trainees and other vulnerable workers are also often at greater risk.

Decide how to control the risks

Look at what you're already doing, and the controls you have in place. Ask yourself:
e can I get rid of the hazard altogether?
e if not, how can I control the risks so that harm is unlikely?

Make sure you ask your workers for their ideas and feedback.

Once you decide on your controls, you must record your findings and periodically

review your risk assessment.

There are examples of risks assessments covering typical workplaces and a template

to help you complete your own.
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4. Control measures to prevent violence and aggression

Once you have assessed the risk of violence in your workplace, and where you cannot
remove it, you must put the right controls in place to protect your workers.

Often no single control measure will be completely effective on its own and it is best
to use a variety of approaches.

You should reduce the risks so far as ‘reasonably practicable’. This means balancing

the level of risk against the measures needed to control the real risk in terms of money,

4, BHROKELZEIET B - DOEHEERE
BHCBT2BIOV A7 5L, BAEBRETERVEEIX, HEE LT
OICET R EHRAZH 20Ty T8 A,

Z< O%G, B-OFBRET TREERRIIELNT, ek T T e —F %/
WD DR EE T,
VAZE, TEEACERATREZ ) & CEBT OMERHY 9, Jiud, ek

B, BFRI ST ST DR BLR N b, REEDO ) X7 23 b u—/b 512 DIC R
HRMOPI AT DLV EDNTG A LD E2BRLET,




time or trouble.
The following are examples of controls, but this is not an exhaustive list and it is
important to ensure the measures identified adequately control the risks.

Your workplace

The design of your workplace can increase the risk of violence happening to your
workers. Think about:

e space and layout, for example ensuring good visibility throughout your
workplace and providing good lighting to remove blind spots and ensure
workers and others can be seen

e places where tension could grow, for example implementing a suitable queuing
system

like CCTV,

cameras, alarm systems, building security — they can act as a deterrent but also

e security measures, trained security personnel, body-worn

provide evidence for the police to convict offenders

e carefully worded signage and visual displays as these can remind people to
respect each other and not abuse workers
The work you do
How jobs are designed or carried out may increase the risk of violence to your workers.
Here are some examples of control measures:
e have good communication between you and your workers
e work closely with others, like the police, local authorities, local community
groups and other organisations in the same sector
e raise awareness with the public to target specific forms of violence, for example
in the local community or through national campaigns
e consider how workers engage with the public and what might trigger people
to act aggressively — you could manage expectations with clear information

about delays or problems
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e manage lone working by making arrangements to keep in touch with people
who work away from their base, for example using mobile phones and personal
alarms

e ensure you have adequate staffing levels to manage violence and respond to
incidents

Training

Training can be used to prevent and manage violence. It can provide workers with
appropriate skills to reduce or diffuse potential incidents.

Training should be available to everyone working for you who may be at risk, including

cleaners and maintenance workers. This also applies to temporary or agency workers.

However, you must ensure the level of training provided to workers reflects the specific
needs of the work activities identified in your risk assessment.
Basic training in the principles of managing violence often includes:

e identifying underlying and immediate causes

e understanding that it should not be accepted as part of the job

e recognising warning signs, such as body language

e relevant interpersonal skills, such as verbal and non-verbal communication

skills

e details of working practices and control measures

e incident reporting procedures
You might need to include additional training, such as physical intervention
techniques, if there is a serious risk of physical aggression towards your workers.
Training needs should be monitored and reviewed regularly and training courses
evaluated for their effectiveness. You should carry out refresher training periodically
to ensure workers’ skills are kept up to date.
De-escalation techniques
Wherever you work, here are some of the basic techniques you can use to calm

situations down and prevent violence and aggression:
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be polite and use a clear, calm voice

relax your posture and keep your hands by your side

keep a safe distance and allow personal space

face the person and maintain eye contact

show empathy and that you are listening and acknowledging their feelings
avoid raising your voice and arguing

offer alternative solutions to their problem so the person has a way out other
than aggression

Trust your instincts. If the situation does not feel safe, and de-escalation is not
working, then you could use a diversion tactic, such as advising that you need to check
with your manager. If none of these actions help, you could follow your emergency
procedures, such as using a panic alarm.

Check what you have done

Check on a regular basis how well your arrangements are working, consulting workers
and their representatives as you do so.

Keep records of incidents and examine them regularly to understand if your control

measures are working and if the problem is changing.
Find out more

We have examples of how employers have found solutions to prevent violence at work.
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5. Reporting and learning from incidents

If your workers experience work-related violence you should:
e provide them with suitable support

e record and report incidents

e review incidents and check whether further controls or actions are needed
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What you must report

Employers, certain self-employed people and those in control of work premises must
report certain workplace injuries, dangerous occurrences and occupational diseases to
HSE under the Reporting of Injuries, Diseases and Dangerous Occurrences
Regulations (RIDDOR).

You must report any act of work-related violence that results in:
death

a specified injury

[ ]
[ ]
e a physical injury to a worker that means they are unable to carry out their
normal duties for more than 7 days

You do not need to report but you must keep a record of any work-related injuries that
result in a worker being unable to carry out their normal duties for more than 3 days.

RIDDOR only requires you to report accidents that arise 'out of or in connection with

work'. The work activity itself must lead to the accident.

For example, an injury would not be reportable if it involves:
e one worker injuring another during a personal dispute

e a worker being injured by a relative or friend who visits them at work about a

domestic matter

Informing the police

In addition to reporting incidents to HSE, you or your workers may also want to report

instances of violence or intimidation to the police. To do this, you can use the local

police force online reporting system, or you can call 101.

Recording violent incidents

It is important to record incidents that your workers experience, This will help you:

e investigate incidents to build a true picture of the risks and triggers for

violence and review whether your control measures are working

e show your workers that you take violence seriously
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There are many reasons why workers do not report violence or aggression. These

include:
e Dbelieving it is just part of the job

e fearing they will be blamed for the incident

e not knowing how to report and record incidents

e reporting and recording procedures are time-consuming, too complicated or

difficult to use

e believing nothing will be done about it

e thinking the reputation of the business may be damaged

You can overcome this by developing a recording system that is quick and easy to use,

promoting its use among workers, and demonstrating that you will act on the findings.

How to record incidents

If you have an accident book you can make a record in that.

You can create a simple report form for incidents and make these forms easy for
workers to use.

For example, you could provide alternative formats such as paper form, online or
mobile applications to allow all workers to report incidents as soon as possible.

A brief note of what happened, when, and who was involved should be enough to get
your worker started, particularly in the case of verbal abuse.

You can buy HSE'’s accident book to help you record incidents.

Providing support for your workers
There can be a significant impact on workers who are directly involved and those who
witness an incident. It can affect workers’ mental and physical health.
Here are some key points to consider:
[ ]

victims will react in different ways — consider changing a person’s job role or

working conditions if they are particularly affected by the incident
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e sensitive and appropriate support will reduce the victim’s suffering, for
example offer them a chance to talk openly about the incident as soon as
possible

e you can offer confidential counselling if your organisation provides this, or
give them the details of local counselling services, or charities such as Victim
Support

e make sure the workers dealing with post-incident situations are fully trained
and know how to support their colleagues

Work-related stress
Violence and aggression can lead to workers experiencing stress. There is advice on

protecting workers from stress and mental health conditions.
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6. Examples of ways to prevent violence

Whatever industry you are in, our general guidance on work-related violence can
help you prevent incidents.

The following examples are drawn from typical situations to illustrate simple
steps that you can take to effectively prevent violence at work.
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Retail sector — convenience store worker attacked

A retail worker refused to sell alcohol to a customer who could not provide proof
of age. The customer then climbed over the till to grab the alcohol displayed on
the shelf behind the worker, knocking the worker to the ground.

How the employer avoided similar incidents
The employer put in the following measures to manage violence and aggression:
e stored alcohol in locked cabinets out of customers’ reach and not directly
behind workers
e displayed clear posters and signage by the till about age-restricted sales
and CCTYV being in operation
e designed the shop to provide good visibility, for example by moving the till
to the entrance so workers have a clear view of the whole shop and the
street outside
e used mirrors and CCTV to remove blind spots
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e installed high and wide till counters with protective screens

e provided good lighting inside and outside the shop

e installed panic alarms and provided body worn cameras to shop floor
workers

e worked with other organisations to develop a public campaign
highlighting violence and aggression, and asking customers to treat
workers with respect

e increased staffing levels during peak times and on late night shifts,
including security personnel

e provided de-escalation training to workers
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Find out more:

e British Retail Consortium — violence and crime page

e  British Retail Consortium: de-escalation of aggression and abuse to retail staff
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Education — agency workers and temporary staff

A pupil with autism became distressed by a triggering situation known to school
managers. They started to hit their teaching assistant, who was a supply agency
worker. The pupil punched the teaching assistant’s jaw, causing them to lose
consciousness and fall.

The pupil had an Education Health and Care Plan (EHCP) and an individual risk
assessment that identified their triggers for aggressive behaviour. However, these
were not shared with agency workers and the assessment only focused on
ensuring the pupil was safe and did not consider the safety of workers.
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How the employer avoided similar incidents

Following the incident, the school put measures in place to ensure all teaching
staff were aware of individual care plans, any triggers that might make pupils
become aggressive, and how to prevent this occurring. This included staff who
were new or temporary.
Additional measures were also identified:

e improved allocation of teaching assistants to individual pupils

e Dbetter training in how to de-escalate a situation or use appropriate

physical intervention techniques
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Find out more:

e Schools and education: health and safety in schools, further and higher

education
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Reducing the need for restraint and restrictive intervention - GOV.UK

Behaviour in schools
Mental health and behaviour in schools - GOV.UK

Further guidance and resources for supporting behaviour in schools

The Restraint Reduction Network Training Standards
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Social care — worker attacked by parent with history of violence
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A care worker visited a child’s home to carry out a safety plan assessment when the
parent struck them over the head with a metal object.

The worker received serious head wounds and was later diagnosed with post-traumatic
stress disorder.

The parent was known to have a history of violence, but the care worker had not been
informed prior to the visit.

How the incident could have been prevented

To avoid this violent incident, the employer could have:

e recorded and shared concerns about the service user and their family with
other workers, for example highlighting this clearly on the case notes or plans
carried out the visit in a controlled environment, such as the local care workers'
office where panic alarms and CCTV are installed
where home visits are necessary, considered whether two or more workers
should visit together and if the police should also attend
put arrangements in place to periodically check on their workers, ensuring
they have their location and expected time on-site

provided workers with mobile phones or personal alarms
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Find out more:

e Lone working guidance

SEXII B S
o HUMEE AKX LA

15




e Health and social care — workplace violence: What you need to do

e Violent and aggressive behaviours in people with mental health problems
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@ AHANAVALEOREEINZ D ANZ DEIIN « BERTH)

Transport — customer tries to take controls from crane driver
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A truck-mounted crane driver refused to unload their container in an unsafe area.
The customer became aggressive towards the driver, making threats and trying to grab
the crane controls from them.
How the employer avoided similar incidents
Following the incident, put the following measures in place:

e an assessment is now completed at the booking process to understand the
customer’s site and discuss safe delivery
making sure the customer is told that the delivery will not be made if the driver
feels the site is not safe
putting signs on the vehicles to explain that drivers will not tolerate any
violence or aggression on site
instructing workers to leave site if they feel unsafe in any way
asking drivers to report any incidents — following up with a discussion about
what happened and how to prevent it occurring again
[ ]

providing trackers on vehicles

e phoning drivers to check in on them and confirm their predicted time on site
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Find out more:

e  Workplace transport guidance

e Driving and riding safely for work: make sure drivers and riders are safe
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| Healthcare — receptionist attacked by patient in accident and emergency

(B - BASRCRERZRHRA S

16




A patient became verbally aggressive towards a receptionist in an accident and
emergency department due to the long waiting times.
The patient then punched the receptionist by leaning over their desk, causing a broken
nose.
How the incident could have been prevented
To avoid this violent incident, the employer could have:

e setup TV screens with live waiting times and key information to keep patients
informed
displayed clear signage from arrival and throughout hospital to direct patients
created an open plan layout for good visibility of workers and patients
placed reception workers out of reach of patients, for example by using tall and
wide desks
had trained security personnel and CCTV at the entrance
played soothing music in the waiting room

trained workers on how to de-escalate situations
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Find out more:

e Health Services - workplace violence

e NHS England - violence prevention and reduction standard

e Violence and aggression: short-term management in mental health, health and

community settings

The Restraint Reduction Network Training Standards
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Waste and recycling - waste collector driven at by member of the public
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A waste collector narrowly missed being hit by a driver who mounted the pavement to
overtake the refuse vehicle. The driver then threatened the worker as they drove past.

How the employer avoided similar incidents
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The employer put in the following measures to manage violence and aggression:

e checking routes are planned to avoid certain areas at busy times, for example
schools at drop off time

e installing 360-degree cameras on refuse vehicles

e working closely with the police to prosecute reckless drivers

e raising awareness and engaging with the public using national media
campaigns

e training workers on how to de-escalate a situation

e providing paper forms and a phone app for reporting incidents, which are then
reviewed to check if adequate controls are in place

e training managers to support workers who have faced violent and aggressive

incidents
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Find out more:

Waste management and recycling
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5. Reporting and learning from incidents

5. £ VTV R bORERTEE

If your workers experience work-related violence you should:

e provide them with suitable support

e record and report incidents

e review incidents and check whether further controls or actions are needed
What you must report
Employers, certain self-employed people and those in control of work premises must
report certain workplace injuries, dangerous occurrences and occupational diseases to
HSE under the Reporting of Injuries, Diseases and Dangerous Occurrences
Regulations (RIDDOR).
You must report any act of work-related violence that results in:

e death
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e aspecified injury

e a physical injury to a worker that means they are unable to carry out their
normal duties for more than 7 days
You do not need to report but you must keep a record of any work-related injuries that
result in a worker being unable to carry out their normal duties for more than 3 days.
RIDDOR only requires you to report accidents that arise 'out of or in connection with
work'. The work activity itself must lead to the accident.
For example, an injury would not be reportable if it involves:

e one worker injuring another during a personal dispute
e a worker being injured by a relative or friend who visits them at work about a
domestic matter
Informing the police
In addition to reporting incidents to HSE, you or your workers may also want to report
instances of violence or intimidation to the police. To do this, you can use the local

police force online reporting system, or you can call 101.

Recording violent incidents
It is important to record incidents that your workers experience, This will help you:

e investigate incidents to build a true picture of the risks and triggers for

violence and review whether your control measures are working

e show your workers that you take violence seriously

There are many reasons why workers do not report violence or aggression. These
include:

e believing it is just part of the job
e fearing they will be blamed for the incident
e not knowing how to report and record incidents

reporting and recording procedures are time-consuming, too complicated or
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difficult to use

e believing nothing will be done about it

e thinking the reputation of the business may be damaged
You can overcome this by developing a recording system that is quick and easy to use,
promoting its use among workers, and demonstrating that you will act on the findings.
How to record incidents
If you have an accident book you can make a record in that.
You can create a simple report form for incidents and make these forms easy for
workers to use.
For example, you could provide alternative formats such as paper form, online or
mobile applications to allow all workers to report incidents as soon as possible.
A brief note of what happened, when, and who was involved should be enough to get
your worker started, particularly in the case of verbal abuse.

You can buy HSE'’s accident book to help you record incidents.

Providing support for your workers
There can be a significant impact on workers who are directly involved and those who
witness an incident. It can affect workers’ mental and physical health.
Here are some key points to consider:
e victims will react in different ways — consider changing a person’s job role or
working conditions if they are particularly affected by the incident
e sensitive and appropriate support will reduce the victim’s suffering, for
example offer them a chance to talk openly about the incident as soon as
possible
e you can offer confidential counselling if your organisation provides this, or
give them the details of local counselling services, or charities such as Victim
Support

e make sure the workers dealing with post-incident situations are fully trained
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and know how to support their colleagues
Work-related stress

Violence and aggression can lead to workers experiencing stress. There is advice on

protecting workers from stress and mental health conditions.
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6. Examples of ways to prevent violence

6. BAEBESHEDH

Whatever industry you are in, our general guidance on work-related violence can help
you prevent incidents.
The following examples are drawn from typical situations to illustrate simple steps that

you can take to effectively prevent violence at work.
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Retail sector — convenience store worker attacked

A retail worker refused to sell alcohol to a customer who could not provide proof of
age. The customer then climbed over the till to grab the alcohol displayed on the shelf
behind the worker, knocking the worker to the ground.
How the employer avoided similar incidents
The employer put in the following measures to manage violence and aggression:

e stored alcohol in locked cabinets out of customers’ reach and not directly
behind workers
displayed clear posters and signage by the till about age-restricted sales and
CCTYV being in operation
designed the shop to provide good visibility, for example by moving the till to
the entrance so workers have a clear view of the whole shop and the street
outside
used mirrors and CCTV to remove blind spots

installed high and wide till counters with protective screens

provided good lighting inside and outside the shop
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e installed panic alarms and provided body worn cameras to shop floor workers

e worked with other organisations to develop a public campaign highlighting
violence and aggression, and asking customers to treat workers with respect

e increased staffing levels during peak times and on late night shifts, including
security personnel

e provided de-escalation training to workers

Find out more:

e British Retail Consortium — violence and crime page

e British Retail Consortium: de-escalation of aggression and abuse to retail staff
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Education — agency workers and temporary staff

A pupil with autism became distressed by a triggering situation known to school
managers. They started to hit their teaching assistant, who was a supply agency
worker. The pupil punched the teaching assistant’s jaw, causing them to lose
consciousness and fall.

The pupil had an Education Health and Care Plan (EHCP) and an individual risk
assessment that identified their triggers for aggressive behaviour. However, these
were not shared with agency workers and the assessment only focused on
ensuring the pupil was safe and did not consider the safety of workers.

How the employer avoided similar incidents
Following the incident, the school put measures in place to ensure all teaching
staff were aware of individual care plans, any triggers that might make pupils
become aggressive, and how to prevent this occurring. This included staff who
were new or temporary.
Additional measures were also identified:

¢ improved allocation of teaching assistants to individual pupils

e Dbetter training in how to de-escalate a situation or use appropriate

physical intervention techniques

Find out more:
e Schools and education: health and safety in schools, further and higher

education
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Reducing the need for restraint and restrictive intervention - GOV.UK

Behaviour in schools
Mental health and behaviour in schools - GOV.UK

Further guidance and resources for supporting behaviour in schools

e The Restraint Reduction Network Training Standards
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Social care — worker attacked by parent with history of violence

A care worker visited a child’s home to carry out a safety plan assessment when
the parent struck them over the head with a metal object.

The worker received serious head wounds and was later diagnosed with post-
traumatic stress disorder.

The parent was known to have a history of violence, but the care worker had not
been informed prior to the visit.

How the incident could have been prevented

To avoid this violent incident, the employer could have:

recorded and shared concerns about the service user and their family with
other workers, for example highlighting this clearly on the case notes or
plans

carried out the visit in a controlled environment, such as the local care
workers' office where panic alarms and CCTV are installed

where home visits are necessary, considered whether two or more workers
should visit together and if the police should also attend

put arrangements in place to periodically check on their workers, ensuring
they have their location and expected time on-site

provided workers with mobile phones or personal alarms

[ )
Find out more:

e Lone working guidance

e Health and social care — workplace violence: What you need to do

e Violent and aggressive behaviours in people with mental health problems
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Transport — customer tries to take controls from crane driver

A truck-mounted crane driver refused to unload their container in an unsafe area.
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The customer became aggressive towards the driver, making threats and trying
to grab the crane controls from them.
How the employer avoided similar incidents
Following the incident, put the following measures in place:
e an assessment is now completed at the booking process to understand the
customer’s site and discuss safe delivery
e making sure the customer is told that the delivery will not be made if the
driver feels the site is not safe

e putting signs on the vehicles to explain that drivers will not tolerate any
violence or aggression on site

e instructing workers to leave site if they feel unsafe in any way

e agking drivers to report any incidents — following up with a discussion
about what happened and how to prevent it occurring again

e providing trackers on vehicles

e phoning drivers to check in on them and confirm their predicted time on
site

Find out more:
e  Workplace transport guidance

e Driving and riding safely for work: make sure drivers and riders are safe
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Healthcare — receptionist attacked by patient in accident and
emergency

A patient became verbally aggressive towards a receptionist in an accident and
emergency department due to the long waiting times.
The patient then punched the receptionist by leaning over their desk, causing a
broken nose.
How the incident could have been prevented
To avoid this violent incident, the employer could have:
e set up TV screens with live waiting times and key information to keep
patients informed
e displayed clear signage from arrival and throughout hospital to direct
patients
e created an open plan layout for good visibility of workers and patients
e placed reception workers out of reach of patients, for example by using tall
and wide desks
e had trained security personnel and CCTV at the entrance
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e played soothing music in the waiting room
e trained workers on how to de-escalate situations

Find out more:
e Health Services - workplace violence

e NHS England - violence prevention and reduction standard

e Violence and aggression: short-term management in mental health, health and

community settings

e The Restraint Reduction Network Training Standards

® RMEMBITHHEIZOWNTHEE LI L,

S0 N SN SR

PREEY—E R - BGICBIT 287

NHS (EZFREY—ER) ST T K - )T - Bk
FRITEEENE - A AL~ VR ERR, HUBRES SIS 1 D Y 2 kAL
R R~ b U — 7 AHE LY

o0 0 0

Waste and recycling - waste collector driven at by member of the
public

A waste collector narrowly missed being hit by a driver who mounted the
pavement to overtake the refuse vehicle. The driver then threatened the worker
as they drove past.

How the employer avoided similar incidents
The employer put in the following measures to manage violence and aggression:
e checking routes are planned to avoid certain areas at busy times, for
example schools at drop off time
e installing 360-degree cameras on refuse vehicles
e working closely with the police to prosecute reckless drivers
e raising awareness and engaging with the public using national media
campaigns

e training workers on how to de-escalate a situation

e providing paper forms and a phone app for reporting incidents, which are
then reviewed to check if adequate controls are in place

e training managers to support workers who have faced violent and
aggressive incidents

Find out more:
Waste management and recycling
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Advice for workers on violence in the workplace
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What your employer should do to protect you

SR EFADICHERERTRE L

Your employer has specific duties to protect you from work-related
violence and aggression. This includes verbal abuse as well as
physical attacks.

This also applies if you're working for them as a contractor, a
freelancer or are self-employed.

Our guidance for employers on violence includes information on:

e preventing incidents
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providing you with training

what incidents to report and record

[ ]

o
There 1s also advice on how employers should support you after an
incident.

You may be at greater risk if you are a lone worker due to the lack of nearby

support to help if things go wrong.

New starters, trainees and other vulnerable workers are also often at

greater risk.
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What you can do to prevent violence at work
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As a worker, there are things you can do to avoid violence at work.
You should:

cooperate with your employer and co-workers to help everyone
meet their duties under the law

take care of your own health and safety, and that of others
who may be harmed by your actions at work

use the information and training your employer has provided
to help you prevent incidents or know how to calm things down
to avoid incidents escalating
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o tell your employer about any incidents of violence or
aggression so they can support you and improve health and
safety

Find out if health and safety law applies to you if you're self-

employed.
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Examples of how to prevent violence
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You can find examples of solutions to prevent violence for different types of

workplaces and industries. They include practical actions employers and workers can

take to reduce the risks
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What you can do if an incident occurs
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If you have experienced violence in connection with your work
activity, you should report this to your employer.

Violence and aggression can impact your physical and mental
health, and increase stress, particularly in the case of serious or
persistent verbal abuse or threats.
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https://www.hse.gov.uk/self-employed/does-law-apply-to-me.htm
https://www.hse.gov.uk/self-employed/does-law-apply-to-me.htm

There is guidance on work-related stress and mental health.

Your employer may offer confidential counselling services or there
are charities that can offer you support, such as Victim Support.
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How to raise any concerns
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If you're concerned about violence and aggression risks to you, talk
to:

your employer

[ ]
a manager or supervisor

your trade union or health and safety representative

If after doing this you are still concerned about your safety, you can_contact HSE.
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Find out more
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You can find helpful advice from the Advisory, Conciliation and
Arbitration Service (Acas) on discrimination, bullying and harassment at

work.
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