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Protection against Violence at Work Policy
Purpose

The purpose of this policy is to set out MVDC’s policy and arrangements to prevent, manage and respond to work-related violence.  Management supports this policy and will not tolerate any instances of work-related violence, including verbal abuse, to staff. All staff have the right to be treated with consideration, dignity and respect while carrying out their duties on behalf of MVDC. Staff should not, under any circumstances, be subjected to work-related violence by a customer or member of the public while carrying out these duties. 

This policy applies to all staff while working on MVDC premises or elsewhere, including on site or at home.
Definition of work-related violence
The Health & Safety Executive publishes the following definition of violence at work:

“Any incident in which a person is abused, threatened or assaulted in circumstances relating to their work.”

Verbal abuse and threats are the most common type of “incident”.  MVDC recognises that it is not only physical attacks that cause a problem; verbal abuse can be extremely upsetting as well.
Examples of Violent Behaviour

· In a telephone or face to face conversation a member of staff is threatened with violence – this is verbal abuse.

· Insults, bullying or threats explicitly in relation to a protected characteristic (age, disability, gender, race, religion or belief, sexual orientation, transgender, marriage and civil partnership, and pregnancy and maternity) – this is verbal abuse.

· A member of staff is visiting a customer at home and is pushed into a wall – this is physical abuse.
Scope of the policy
Violence, threats or abuse by a customer will not be tolerated and could result in criminal prosecution or civil action.

The principles of this guidance also apply to elected Members and all those who work for the Council (whether employed or contracted), however in these situations the Respect at Work Policy should be followed.  This policy states that “Our policy is that all those who work for the Council are treated with dignity and respect.”  
Violence, threats or abuse by an employee against a fellow employee or customer will be dealt with under the Respect at Work and/or Disciplinary Policy.  This may result in disciplinary action and a sanction up to and including dismissal. The individual may also be subject to criminal prosecution or civil action.
Responsibilities of staff and managers

Managers 

All managers have a responsibility to implement this policy and to make sure their staff are aware of it and understand it. Managers should also:

· Treat any reports of work-related violence, threats or abuse seriously and respond to them promptly.

· Set a positive example by reporting all incidents of violence and abuse and adopting a zero tolerance approach towards abusive behaviour from customers and members of the public. 
· Offer all staff involved in the incident full support during the process. Respond and consider any suggestions made by staff about how to improve violence prevention and management, and give feedback to staff about their suggestions, including whether it will be taken forward and if not, why not.
· Respond to and, where possible, resolve incidents, ideally before they escalate.

· Monitor incidences of violence and abuse and initiate appropriate action if more measures are needed. Review and amend any risk assessments as necessary.

· Where possible, direct staff to appropriate support and advice after an incident has occurred. Encourage other staff members to support their colleagues, including those that might have witnessed the incident. If victims are particularly traumatised by the event, provide support where possible, such as time off work or changes to their tasks.

· If required, work with the police and offer any assistance needed to help in their enquiries. 
Staff
All staff have personal responsibility for their own behaviour and for ensuring that they comply with this policy. 
There are a number of things that staff can do to help prevent work-related violence:

· Be aware of any relevant MVDC policies and comply with them.
· Offer good customer service and be aware of customer needs.

· Recognise the potential for work-related violence and where possible take action to avoid or resolve issues early on to prevent escalation. Staff should take positive action and, for example, contact a manager if they believe an interaction with a  customer or member of the public might escalate and/or become violent.

· Don’t accept instances of work-related violence directed towards themselves or others. Staff should report all instances of violence, threats or abuse, including any details about when it happened, who was involved and any relevant circumstances that may have contributed to the incident. 
· Be supportive of colleagues who are victims or witnessed work-related violence.

· Suggest additional measures to managers which might help to prevent and manage work-related violence. 
Staff and managers should work with Staff Hub, where relevant, in preventing, addressing, reporting and responding to incidents or work-related violence.
Risk assessments 

Risk assessments are conducted by Business Managers and reviewed annually. Risks will be assessed by talking to staff, reviewing any incidents and considering the work environment and job design. If staff believe a risk factor has not been covered by the assessment or have ideas on further prevention measures, they should discuss these with their manager. The contents of the risk assessment will be communicated to all staff and appropriate training will be given.
Prevention and management measures 

There are a number of measures in place that staff should be aware of. These fall under the areas of work environment, working practices and training.
Work environment 
· ‘Panic buttons’ have been installed in areas where members of staff and the public interact (Pippbrook reception and interview rooms)

· CCTV is used to monitor and survey the premises

· Staff passes are required to access all office areas

Working practices 
· Lone workers have a specific Lone Working Policy and a lone working procedure which is contained in our H&S Procedures Manual.  Guidance for Lone Working can be found on the health and safety page on Molly, as can all health and safety material.

· The Clients of Concern Register is a register of names and addresses of particular members of the public who have been deemed a risk to staff.  It plays an important role in tackling violence against employees as it assists us to monitor incidents, share information with relevant employees, and implement effective workplace measures to minimise the risk of violence.  Access is on a need-to-know basis and the information on the Register is strictly confidential.  It is advised that staff with access check the Register before meeting with any members of the public.  
For further information on this please see the Clients of Concern Procedure.
Training and information
The following information is provided to all staff, including those new to MVDC:

· Awareness of the procedures to reduce the risk of violence and aggression to staff, including corporate and local lone working procedures. 
· Awareness of the accident/incident reporting procedure and how to report an accident/incident.
Training in areas such as managing conflict and aggression, lone working and telephone aggression is regularly provided to employees working in a customer facing role and is designed to help recognise the early warning signs of a violent situation and give tools to defuse situations. It also helps to identify when it is appropriate to leave a confrontational situation. 
Actions following an incident 

If a staff member is being abused, threatened or attacked in an MVDC building, they should approach their manager or a colleague for help (panic buttons are installed in Pippbrook reception and the interview rooms). Where suitable managers should respond to the situation by talking to the perpetrator, explaining that their behaviour is not acceptable. They should try to resolve the problem and, if that is not possible, call the police for assistance. The police should be informed immediately of a serious incident involving physical attack or serious cases of threatening or verbal abuse. The police should also be informed of persistent cases of violence, threats and abuse. 
If a staff member is being abused, threatened or attacked while out and about as part of their work then they should follow the lone working policy and guidance.

Managers should act quickly to ensure that the staff member receives prompt and considered welfare support following an incident (see section below).  They may request particular professional advice with assessing this, or they may simply decide that the staff member should be given special leave and allowed to go home.  

If a staff member witnessed the incident, they should try to support those affected without putting themselves under increased risk and, if there is an investigation, they may be asked to provide a witness statement.

Welfare Support

The Employee Assistance Programme can provide specialist counselling and Occupational Health should also be offered as appropriate.   
Depending on the incident and all the circumstances, consideration can be given to a temporary removal from normal duties. 

Support should be on a continuing basis until any impacted individual has recovered and is able to continue in their role as before.  

Victim Support may also be helpful.

Legal Action

The Council will support staff who are victims of an incident at work if they wish to pursue legal action against the perpetrator. Each case will be determined on the facts in terms of what support is appropriate.  The Council may pursue legal action if the senior leadership team decide this is an appropriate course of action. Each situation will be different so any subsequent action will be carefully considered. 
Reporting incidents 

Staff have a responsibility to report incidences of work-related violence, including threats and verbal abuse, to managers. All incidents, including physical attacks, serious or persistent threats and verbal abuse, must be reported as soon as practicable using the Accident and Incident Reporting Form.  

Any physical incidents resulting in major injury to staff or that cause staff to be off work for three days or more must be reported under the RIDDOR Regulations 1995.  Any incident which results in a member of the public being taken directly to hospital from the premises must also be reported.  The Health and Safety Coordinator should be contacted in these instances, before a report is submitted.
Following a report of a violence at work incident, the Health and Safety Coordinator will consult with the manager and their Executive Head of Service as to whether the perpetrator meets the criteria for being added to the Clients of Concern Register.

If managers notice an increase in reports, several reports within a short period or reports about the same perpetrator, managers should ask staff for more information and take action. The action may include contacting the police about a persistent offender, reviewing the risk assessment and considering further prevention measures, or increased vigilance by managers or staff to prevent a more serious incident occurring.
Specific and relevant policies 

There are other MVDC policies that are relevant to the prevention and management of work-related violence. These include:

· Respect at Work Policy
· Disciplinary Policy
· Code of Conduct
Review dates 

This policy will be reviewed every 3 years, or when regular or serious incidents arise that suggest it needs to be revisited.[image: image1.png]
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