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The information contained in this publication is provided in good faith and believed to be reliable and accurate at the time of publication. However, the information is provided on the basis that the reader will be solely responsible for assessing the information and its veracity and usefulness.
The State shall in no way be liable, in negligence or howsoever, for any loss sustained or incurred by anyone relying on the information, even if such information is or turns out to be wrong, incomplete, out-of-date or misleading.
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State means the State of Western Australia and includes every Minister, agent, agency, department, statutory body corporate and instrumentality thereof and each employee or agent of any of them. Information includes information, data, representations, advice, statements and opinions, expressly or implied set out in this publication.
Loss includes loss, damage, liability, cost, expense, illness and injury (including death).
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[bookmark: _Toc39246709]Foreword
This code of practice is issued by the Commission for Occupational Safety and Health, under provisions of the Occupational Safety and Health Act 1984 (the OSH Act). The introduction of the OSH Act enabled the establishment of the Commission. It comprises representatives of employers, unions and government, as well as experts, and has the function of developing the occupational safety and health legislation and supporting guidance material, and making recommendations to the Minister for Mines and Petroleum; Commerce and Industrial Relations for their implementation. To fulfil its functions, the Commission is empowered to establish advisory committees, hold public inquiries and publish and disseminate information.
The Commission’s objective is to promote comprehensive and practical preventive strategies that improve the working environment of Western Australians. This code of practice has been developed through a tripartite consultative process and the views of employers and unions, along with those of government and experts have been considered.
[bookmark: _Toc39246710]Legislative framework for occupational safety and health
[bookmark: _Toc39246711]Occupational Safety and Health Act 1984
The OSH Act provides for the promotion, co-ordination, administration and enforcement of occupational safety and health in Western Australia. It applies to all workplaces with the exception of mining and petroleum.
With the objective of preventing occupational injuries and diseases, the OSH Act places certain duties on employers, employees, self-employed people, manufacturers, designers, importers and suppliers. These broad duties are supported by further legislation, commonly referred to as regulations, together with non‑statutory codes of practice and guidance notes. 
https://www.legislation.wa.gov.au/legislation/statutes.nsf/law_a555.html
[bookmark: _Toc39246712]Occupational Safety and Health Regulations 1996
The Occupational Safety and Health Regulations 1996 (the OSH Regulations) set out specific requirements of the legislation. They prescribe minimum standards and have a general application, or define specific requirements related to a particular hazard or type of work. They may allow licensing or granting of approvals and certificates.
If there is a regulation about a risk in the OSH Regulations, it must be complied with.
https://www.legislation.wa.gov.au/legislation/statutes.nsf/law_s4665.html
[bookmark: _Toc39246713]Codes of practice published under the OSH Act
Codes of practice published under the OSH Act provide practical guidance on how to comply with a general duty or specific duties under the legislation. Codes of practice may contain explanatory information. However, the preventive strategies outlined do not represent the only acceptable means of achieving a certain standard.
A code of practice does not have the same legal force as a regulation and is not sufficient reason, of itself, for prosecution under the legislation, but it may be used by courts as a standard when assessing other methods or practices used.
If there is a code of practice about a risk, either:
do what the code of practice says, or
adopt and follow another way that gives the same level of protection against the risk.
If there is no regulation or code of practice about a risk, choose an appropriate way and take reasonable precautions and exercise proper diligence to ensure obligations are met.
Note: There may be additional risks at the workplace not specifically addressed in this code of practice. The OSH Act requires identification and assessment of them and implementation of control measures to prevent or minimise risk.
[bookmark: _Toc39246714]Scope 
The code focuses on the general principles applied to the prevention and management of violence and aggression in the workplace. The intent of this code is to provide practical guidance for workplaces where people may be exposed to various forms of workplace violence and aggression including physical assault, verbal abuse, threats, intimidation and harassment.
The guidance in this code of practice should be considered in conjunction with the general duties in the Occupational Safety and Health Act 1984. 
[bookmark: _Toc39246715]Who should use this code of practice?
Everyone who has a duty to prevent, so as far as practicable, hazards at workplaces should use this code. This includes employers, employees, self-employed people, safety and health representatives and safety and health committees.
[bookmark: _Toc39246716]Using this code of practice
Violence and aggression are present in situations where employees and other people are threatened, attacked or assaulted at work. Violence and aggression are defined in section 1 of this code of practice.
This code of practice includes information on hazard identification and risk assessment for incidents involving violence and aggression.
A checklist is provided that can be used to identify areas for improvement in the way your workplace manages violence and aggression.
The appendices at the end of the code of practice provide examples of risks managed using the hierarchy of control, and list relevant legislation and other sources of information.
[bookmark: _Toc33424418][bookmark: _Toc33424696][bookmark: _Toc33443531][bookmark: _Toc39246717]Definitions
For the purpose of this code of practice:
Competent person means a person who has acquired, through training, qualiﬁcation or experience or a combination of those things, the knowledge and skills required to do that thing competently.
Duty of the employee means that employees are required to take reasonable care for their own safety and health at work and to avoid harming the safety and health of other people through any act or omission at work [section 20 of the Act].
Duty of the employer means that employers must, as far as practicable, provide and maintain a working environment where employees are not exposed to hazards [section 19 of the Act]. 
Person in charge of a workplace means the person who has the management or control of the workplace.
The Act refers to the Occupational Safety and Health Act 1984.
The Regulations refers to the Occupational Safety and Health Regulations 1996. 


[bookmark: _Toc39246718]Introduction
[bookmark: _Toc39246719]Violence and aggression at work
Violence and aggression are serious occupational safety and health issues. Western Australian workers’ compensation data shows that, of all approved claims between 2014/15 and 2018/19, most claims came from education and training (35%), health care and social assistance (32%) and public administration and safety (15%). However, these percentages represent only the employees who have received workers’ compensation. It is likely that many more incidents involving violence and aggression occur without being reported. 
Workplace violence and aggression can be separated into four areas:
external: perpetrated by someone from outside the organisation, such as during armed hold-ups or family members in working from home arrangements
client-related: inflicted on employees by their customers, clients or their family/friends
service-related: occurring during the delivery of a service and perpetrated by someone other than someone involved with the client, such as to ambulance officers and shire rangers
internal: occurs between employees within the same organisation.
This code of practice is designed to help employers and employees identify and deal with external, client-related and service-related violence and aggression in the workplace. Internal violence and aggression among co-employees at a workplace is addressed under the Bullying and harassment code of practice.
Due to the effect on the safety and health of employees and others at the workplace, violence and aggression are unlawful under the Occupational Safety and Health Act 1984 (the Act).
As part of workplace hazard management required under the Act, situations involving violence and aggression should be assessed for risks, and steps taken to minimise those risks. This also applies to situations where the potential for these situations exists. While violence and aggression cannot occur without people, the risk of violence and aggression depends on the circumstances and environments where people interact; therefore, aggressive or violent behaviours are considered as the hazard as opposed to the person exhibiting the behaviours.
Employers should develop plans and policies in consultation with employees and other stakeholders to manage and eliminate the risk of violent and aggressive behaviours. 


[bookmark: _Toc39246720]1	What is violence and aggression?
Violence and aggression are actions or behaviours that may physically or psychologically harm another person. Violence and aggression are present in situations where employees and other people are threatened, attacked or physically assaulted at work.
Violence and aggression can be:
physical, psychological, verbal or written
one off or repeated incidents
minor behaviours through to more serious acts, including criminal offences, which require the intervention of public authorities
in person or can include threats by correspondence, electronic means or by social media.
A workplace is any place where an employee works. It can include:
private vehicles used to transport clients
a work vehicle in a public carpark 
private home and other community settings where clients are based
accommodation camps for FIFO workers.
Employees who work from home may be exposed to family and domestic violence. Further information on how employers can assist in controlling this risk is available in Appendix 3.
SafeWork Australia defines work-related violence as any incident where a person is abused, threatened or assaulted in circumstances relating to their work.
Work-related violence covers a broad range of actions and behaviours that create a risk to the health and safety. Examples include:
any form of assault, such as biting, spitting, scratching, hitting, kicking punching, pushing, shoving, tripping, grabbing or throwing objects
any form of indecent physical contact
intimidating behaviour that creates a fear of violence, such as stalking or threatening to do any of the above.
Whether the violence was intended or not, or whether the perpetrator has the capacity to recognise that their actions could cause harm, does not reduce the risk of harm from the violence. 
[bookmark: _Toc39246721]1.1	Who is at risk?
All employees and other people at workplaces are potentially at risk of experiencing some form of violence or aggression. Employees most at risk are those who have regular contact with the general public or provide direct services to clients.
External violence and aggression covers behaviours exhibited by any person in a workplace that isn’t a colleague or employee. It normally covers the service and client categories and includes clients, patients, customers, students or other people in the workplace. Sub-contractors can also be involved. In home-based situations, it can include family members of the client, or in home-based work, the family members of the employee.
Internal violence can occur between staff members and may involve managers and supervisors or co- employees. Internal violence can be addressed using the Bullying and harassment code of practice.
People from different cultural backgrounds, people with different religious or political views, and apprentices or trainees may be particularly at risk.
They may work in:
schools and other education facilities
health sector
aged care, disability and community services sectors
community and home-based services
justice system
service industries
emergency services 
retail outlets
premises licensed to sell alcohol
Employees may be at increased risk if they also:
work alone
work from home
have limited comprehension of English
have limited communication skills
be new employees
[bookmark: _Toc39246722]1.2	Why is it important to reduce the risk of violence and aggression?
Violence and aggression are workplace hazards. They may cause physical and psychological injury or harm and may result in permanent disability or death. There can also be considerable direct and indirect costs for the organisation, including lost productivity while people are not working, repairing property damage, and medical and legal expenses.
The injuries and harm to health can be cumulative. The incident that results in the employee   complaining or taking time off work may be minor in nature, but may result in significant injury after cumulative exposure.
Employers have a responsibility to protect employees and other people in the workplace from situations that may cause injury or harm.
The Act contains general duties and responsibilities placed upon people to ensure their own safety at work, and that of others who are at the workplace or who might be injured by the work.
The Act and the Occupational Safety and Health Regulations 1996 (the Regulations) should be read in conjunction with this code of practice. 
Violent or aggressive behaviour can attract criminal charges, and can also be unlawful under State and Federal equal opportunity legislation.


[bookmark: _Toc39246723]2	What should employers do?
Because it can affect the safety and health of employees, violence and aggression should be treated like any other hazard.
Senior management should provide positive role models and strong leadership to address violence and aggression.
A preventative approach can be adopted towards violence and aggression in the workplace. However, it is equally important to establish a systematic response to violence and aggression for when it might occur.
Table 1	Actions employers should take to prevent and respond to incidents involving violence and aggression
	Prevention
	Responding to incidents

	Consult with employees and safety and health representatives
	Response planning

	Develop a prevention plan
	Immediate response and investigation

	Manage the hazard and the risks
	Physical and/or psychological recovery 

	Provide information and training
	Emergency procedures

	Monitor effectiveness of action taken
	Review


[bookmark: _Toc39246724]3	Prevention
[bookmark: _Toc39246725]3.1	Consult with employees and safety and health representatives
Discussion between employers, employees and their representatives is important for the successful implementation of violence and aggression prevention policies and programs.
The methods of consultation may vary from one workplace to another. Where safety and health representatives and/or safety and health committees exist in the workplace, they are a formal means to exchange information and ideas. A more informal approach can be used where no formal structures exist. This may involve workplace meetings, surveys and direct discussion with employees. It may also be necessary to consult with specialists in security or violence prevention.
More information can be found in Appendix 4: Other sources of information.
[bookmark: _Toc39246726]3.2	Develop a prevention plan
A plan to prevent and eliminate violence and aggression in the workplace should be developed by employers in consultation with employees and safety and health representatives.
The plan should include a violence and aggression prevention and management policy. The policy can be developed on its own, or may be included in an occupational safety and health policy. Internal workplace violence and aggression could also be addressed in a code of conduct.
Employees should be aware of policies and the need to follow them.
In workplaces at risk of external (i.e. service or client –related) violence and aggression, a workplace policy and plan may be developed to respond to violence and aggression in the workplace. The plan must be developed in consultation with employees, safety and health representatives and committees. It may consider:
the nature of the violence and aggression, the people involved and the overlap between internal, external, service and client-related
measures and procedures to control the risks identified in the assessment as likely to expose an employee to injury
measures and procedures for dealing with workplace violence and aggression immediately it occurs or is likely to occur, including communicating risks and the need for assistance
measures and procedures for employees to report incidents of workplace violence and aggression to the employer or supervisor
how the employer will investigate and deal with incidents or complaints of  violence and aggression
All employees must be made aware of policies and procedures in place to manage violence and aggression in the workplace.
[bookmark: _Toc39246727]3.3	Manage the risks 
Employers have a duty to ensure, as far as practical, that employees and other people at the workplace are not exposed to hazards. They can do this by identifying hazards and assessing and controlling risks.
More information can be found in the WorkSafe publication The First Step.
Figure 1 shows that risk management is a continual process that does not end with the implementation of controls. The following sections describe each step.


[image: ]
Figure 1. Risk management (Source: Safe Work Australia)

[bookmark: _Toc39246728]3.3.1	Identify the hazards 
The first stage in the hazard management process is to identify the hazard. In this context, the hazard is the behaviour; i.e. the violence and aggression. 
Employers should establish whether violence or aggression exists in their workplace or whether there is the risk for them to occur. 
There are a number of ways to identify situations where violence and aggression may occur. Choosing an appropriate process or procedure for identifying violence and aggression risks will depend on the nature of the work environment and the specific violence and aggression-related behaviours involved. 
Examples include:
consult with workforce about violence and aggression risks in their work area 
conduct confidential staff surveys about incidents that have caused discomfort and situations that had the potential to become more violent
conduct surveys of clients to identify problems with service delivery
review reported incidents of violence and aggression 
check accident reports, injury records or client histories to find out about previous incidents
conduct workplace inspections to identify risks of exposure (e.g. controlled access, natural surveillance, duress alarm and communication systems)
review working arrangements; e.g. review workplace design, working alone, contact with public, working after hours
review means of access and egress for employees before/after day working hours                                                                                              
establish an incident reporting system if there is not one already in place  
if appropriate, seek advice from people with security knowledge (e.g. WA Police).
In a workplace where it is known that a person has a history of violent behaviour towards employees or others in that workplace, employees should be provided with this information, including triggers and responses. 
A checklist at section 6 is provided to help identify the potential for violence and aggression in the workplace.
[bookmark: _Toc39246729]3.3.2	Assess the risks
The second stage in the risk management process is to assess the risks of injury or harm occurring. The risk assessment is a way of understanding the causes of the violence and aggression and prioritising the hazards to be addressed. Prioritising involves looking at the chance or likelihood of violence or aggression occurring and, if it does occur, the extent of any harm or injury; i.e. the consequences.
It is necessary to make decisions about whether something should be done and if so, the type of action to be taken. If something can be done to fix a problem, it should be dealt with immediately, and the relevant people should be informed of any action taken.
A risk profile considers the hazards from a consequence and likelihood perspective. To determine the level of risk, use the following steps:
Gather information about each identified hazard.
Determine the potential causes/triggers for violence and aggression in the work area.  
Work out the likelihood of aggression occurring and  injury or harm occurring, and consider how many people are likely to be exposed to each hazard and for how long. Take into account different situations/conditions that may exist in the workplace that could increase risk.
Assess the consequences. Use the information you have gathered to assess the potential consequences of each hazard.
A risk assessment worksheet may assist in identifying violence and aggression problems. Example risk assessment worksheets at the end of this section show how hazard identification and risk assessment can cover employees and other people who may be at a workplace. The examples are a teacher’s aide, a community worker and a 24-hour supermarket employee.
After the risks have been assessed they should be prioritised according to the likelihood of the violence and aggression occurring, the likely extent of the harm and the number of employees involved.    
[bookmark: _Toc39246730]3.3.3	Control the risk
The third stage is to implement control measures to eliminate or reduce the risk of the violence or aggression occurring and to ensure those measures are monitored and reviewed on an ongoing basis.
There is a preferred order of control measures ranging from the most effective to the least effective in eliminating or reducing the risks of injury or harm. This is known as the hierarchy of control. 
Applying the hierarchy of control in a risk management approach to violence and aggression could look like the examples provide in Table 3. Case study examples using this approach are provided in Section 5, and the principles of the hierarchy of control are explained more fully in Appendix 1.


Table 3	Applying the hierarchy of control
	Level of hierarchy
	How it applies here

	LEVEL 1 – ELIMINATION
Can you eliminate the risk of the behaviour in the workplace?

	
Use online systems instead of in-person services
Address customer service issues (e.g. waiting times)
Have access control to building entry


	LEVEL 2 – SUBSTITUTION, ISOLATION/SEPARATION, ENGINEERING CONTROLS
Can you address exposure to the behaviour when it occurs through substitution, separation or engineering solutions?

	


Reduce amount of cash, drugs, etc. on the premises
Improve natural surveillance
Create barriers, such as screens and counters


	LEVEL 3 – ADMINISTRATIVE CONTROLS, PERSONAL PROTECTIVE EQUIPMENT (PPE)
Can you minimise the risk of harm from the behaviour using administrative controls such as procedures and signage and/or PPE?


	


Have signage regarding appropriate behaviour, customer complaints, etc. 
Have clear response procedures, train staff in evacuation and breakaway techniques
Use face shields where spitting is a risk



[bookmark: _Toc39246731]3.3.4 Review
Risks and the effectiveness of control measures need to be monitored to ensure changing circumstances do not alter risk priorities or introduce new hazards.
Ongoing review is essential to ensure that the prevention plan remains relevant. Factors that affect the likelihood of an unwanted event and its consequences may change. 
Conduct post incident reviews looking at whether or controls were applied, their effectiveness, and whether they need altering, amending or replacing.
Often low level violence and aggression goes unreported. Periodic surveys of staff can assist in the identification and management of work areas at risk. 
[bookmark: _Toc39246732] 3.4	Provide information and training
Employers, in collaboration with safety and health representatives, should make information on workplace violence and aggression available to all employees, supervisors and managers. This information should also be included in induction training for new employees.
Employees need to know what the procedures are for managing and responding to violence and aggression in the workplace. Training can be preventative (e.g. positive communication skills, live risk assessment), focussed on management of aggressive behaviours (e.g. conflict resolution and de-escalation) or post-incident response (e.g. evacuation and incident communication). It may be formal, informal or on the job. If necessary, information should be provided in languages other than English.
There may be times when employees will have to assess the level of risk in a particular situation and choose the most appropriate procedure. Employees should be trained to make reasonable decisions in the circumstances and to balance the actions needed to maintain their own safety and the safety of others who may be in their care.
It is not sufficient to train employees to respond to violent incidents and hope they apply it when they return to their workplaces. The training should be evaluated to ensure employees have acquired the skills they need to work safely.
 Managers and supervisors should analyse reported incidents to work out whether additional training or information should be provided to employees.
More information is available at Appendix 3: Other sources of information.
	Information to staff could include:
the nature and causes of violence and aggression in their organisation or industry sector, including potential triggers
suggested measures to prevent such problems occurring, and best practices for their reduction and elimination
the laws and regulations covering violence and aggression, both specifically and generally
how to report incidents and how they will be investigated
the services available to assist victims of workplace violence and aggression.


[bookmark: _Toc39246733]3.5	Monitor the effectiveness of action taken
The violence prevention plan and hazard management procedures should be regularly evaluated to ensure that they remain appropriate and actually prevent violence and aggression at the workplace. Monitoring and evaluation should be carried out in consultation with employees and their representatives.
Workplaces are usually constantly changing environments with new risks being introduced. Risk management should be conducted as an ongoing process, using information gained from reviews.
Once the prevention plans are established they should be periodically reviewed, either to specifically monitor violence and aggression, or as part of the overall process of reviewing safety management and risk assessments.
There should also be ongoing analysis of reported incidents to work out whether additional measures such as training or information should be provided to employees.


[bookmark: _Toc39246734]4	Responding to incidents
The management of workplace violence and aggression incidents can be separated into three phases, “before, during and after” as outlined in Table 4.
Table 4	Responding to incidents
	BEFORE
	Planning and implementation
	· Plan to eliminate or reduce the impact of workplace violence.
· Introduce measures to reduce risk.

	DURING
	Immediate response
	· Follow the plans and procedures that are in place.
· Take action to contain violent incidents.

	AFTER
	Recovery and review
	· Restart the work processes. Provide support and counselling to employees to minimise the impact of the incident.
· Consult with employees to identify contributory factors to incident (e.g. design, service delivery, communication systems) and consider controls.
· Review management of violent/aggressive incidents to identify areas in need of improvement in terms of response.


[bookmark: _Toc39246735]4.1	Response planning and implementation
A systematic approach is needed to establish safe systems of work so workplace violence and aggression is well controlled if it occurs. Preventing violence and aggression in the workplace is the best way of ensuring employees and others at the workplace are not harmed. However, it may not be possible to completely eliminate or reduce risk associated with all situations where violence and aggression could occur.
When violence or aggression occurs in a workplace, ideally the planning should result in a well- coordinated response, with agreed procedures followed in accordance with the training provided. The response plan should also include reporting and investigation procedures.
[bookmark: _Toc39246736]4.2	Immediate response
Individual reactions to workplace violence and aggression can continue for a long time after the incident. If the incident and employees’ reactions are not actively managed, the impact of the incident on the organisation and the individual can be more damaging. It is essential that there are procedures to be followed for an effective immediate response that controls and defuses the situation. Where the employee has reasonable grounds to believe that aggression or violence poses an imminent and serious risk of harm, they have the right to retreat or remove themselves from the situation. 
When violent incidents occur, employees should know who has the authority to take charge of the situation. That person should be trained to coordinate the response, including taking care of employees who may be injured, in shock or affected by the incident in other ways.
Assistance should be available as part of the immediate response and the recovery phase of violent or aggressive incidents to minimise the effects of trauma. While support services should be available to people who are affected by workplace violence or aggression, people vary in the way they react to certain situations and may not require these services.
Consider if a multi-agency response is required. There may be organisations who can share information, control strategies and emerging risks depending on the industry, employees and clients.
Physical assault or the threat of physical harm of any form is a criminal act. If a criminal act has been committed, the appropriate response is a direct complaint to the police.
[bookmark: _Toc39246737]4.3	Recovery and review
Provide clear and efficient reporting systems and time for employees to report incidents
Consult with safety and health representatives to investigate the incident
Review safety management to reduce the risk of injury or harm in the future 
inform all employees about the action that will be taken
provide ongoing  support services for employees and their families
allow employees time to recover and manage early return to work (where possible) as part of the recovery process
if necessary, support employees who wish to press charges to apply for restraining orders or other court actions
[bookmark: _Toc39246738]4.4	Emergency procedures
An emergency management system should be in place. The management of an incident that results in workplace violence and aggression should be a part of a response system set up to deal with emergencies of all kinds.
Emergency planning should aim to:
reduce the level of risk to lives, property and the environment
control any incident and reduce its impact on the workplace
provide information on emergency procedures
provide induction and training in the emergency procedures.
Set up effective communication systems to be used in an emergency. This is especially important for people who work alone and those requiring rapid assistance.





Violence and aggression CoP 3 May 2020 - clean version.docx	Page 1 of 35	 	Release Classification: - Departmental Use Only

Final draft Violence and aggression CoP 28 May 2020.docx							Page 2 of 26	 	
[bookmark: _Toc39246739]5	Risk management examples
[bookmark: _Toc39246740]Hazard identification and risk assessment form
Note: these are examples only and may not address all the risks , or all the work activities, at a workplace. A combination of controls may be required, depending on the circumstances of individual workplaces.
The following example reflects employee exposure to unpredictable behaviours from clients, family or visitors in the client’s home. The source of risk may the client being unable to communicate their needs effectively, an unpredictable reaction or risks posed by other persons in this workplace. As the employer has limited control over the client home, the risk is managed through communication systems, live risk assessment and clear procedures.
	The following risk profile summarises the risk assessment and controls for the hazard “community service worker alone with client in community”

	Location: Client Home

	Prepared by: D. Brown
	Position: J. Smith – Staff Supervisor
	Date prepared: 

	Task #: 1 visiting client with a disability and known history of unpredictable or challenging behaviours in their home to complete personal care tasks
	Worker alone with client and other residents
	Hazard: physical or verbal assault

	Task frequency: daily
	Risk level: High
	Comment: Restrictive practices such as physical restraint are not permitted

	Preferred order of controls
	Risk control
What can be done to make the job safe
	Person responsible
Who makes sure it happens?
	Completion

	
	
	
	Date
	Sign off

	Elimination
	Clients who continue to exhibit threatening behaviour towards community support workers refused service
	D. Brown (manager)
	
	

	Substitution
	N/A
	
	
	

	Isolation
	Greet client from behind screen door and observe/listen for risks before entering (live risk assessment)
	K. Smith (community support worker)
	
	

	
	Complete pre-service environmental risk assessment of client home to identify safe places to retreat. Ensure this information is shared in client record management phone app for easy access
	J. Smith (community service coordinator)
	
	

	Engineering
	Install mobile phone app on all community support worker mobile phones (App tracks worker location, provides client behaviour plan, risk assessment detail including history of aggression for residents, and acts as duress alarm in emergencies)
	D. Brown (manager)
	
	

	
	Provide equipment to all community support workers allowing them to carry mobile phone, car keys etc. for effective emergency egress
	D. Brown (manager)
	
	

	
	Provide rostering app
	
	
	

	Administration
	 All employees provided emergency response procedure and communication protocol    outlining who to contact and when
	J. Smith (supervisor)
	
	

	
	Provide de-escalation training to all community support workers
	D. Brown (manager)
	
	

	
	Conduct environmental risk assessment of client home every 3 months to identify emerging trends
	D. Brown (manager)
	
	

	
	Provide regular refresher training on responding to aggression from client, family or visitors
	J. Smith (supervisor)
	
	

	Personal protective equipment (PPE)
	Buddy belt/nurses pouch (to ensure mobile phone is on person at all times)
Mobile phone charger for vehicles 
	J. Smith (supervisor)
	
	





The following example reflects exposure to client-related violence in a classroom. The source of risk may be unpredictable behaviours from students with a history of violence and aggression. As the employer has minimal control over the student behaviour, the risk is managed through positioning the child with aggressive behaviours away from other students and 
	The following risk profile summarises the risk assessment and controls for the hazard “teaching assistant working with child with history of aggression in classroom”

	Location: Classroom

	Prepared by: D. Brown
	Position: J. Smith – Staff Supervisor
	Date prepared: 

	Task #: 1 Assisting child with history of unpredictable or challenging behaviours in class
	Teaching Assistant  working with high risk child
	Hazard: Physical or verbal assault

	Task Frequency: Daily
	Risk level: High
	Comment: Restrictive practices such as isolation or restraint not permitted

	Preferred order of controls
	Risk control
What can be done to make the job safe
	Person responsible
Who makes sure it happens?
	Completion

	
	
	
	Date
	Sign off

	Elimination
	Expulsion or suspension of students with a history of violence and aggression towards others
	School Principal
	
	

	Substitution
	N/A
	
	
	

	Isolation
	T.A. positions self when sitting with child on opposite side of desk 
Identify area where child exhibiting aggressive behaviours can be moved to which separates them from others until behaviour de-escalates
	K. Smith (T.A.)

J. Smilth
	
	

	Engineering
	N/A
	
	
	

	Administration
	Provide regular refresher training on evasive response to aggression
	J. Smith (Coordinator )
	
	

	
	Roster T.A. to work in buddy shift with high risk child
	J. Smith (Coordinator )
	
	

	
	Complete environmental risk assessment of classroom to identify any hazards restricting quick egress.
	J. Smith (Teacher Support Coordinator)
	
	

	
	 All employees provided emergency response procedure 
	J. Smith (supervisor)
	
	

	
	Provide de-escalation training and talk-down techniques to teacher assistants
	D. Brown (manager)
	
	

	
	Conduct environmental risk assessment of classroom annually to identify safe egress, controlled access and natural surveillance
	D. Brown (manager)
	
	

	Personal protective equipment (PPE)
	
	
	
	



In a retail environment, it may assist to identify a number of hazards and prepare a risk profile for each hazard.
	Summary of tasks and hazards in a 24 hour supermarket

	Name of organisation: 24 hour supermarket
	Information collected by: J. Smith, Staff Supervisor
	Date: 2 April 2019

	Task and location
	Hazards
	People affected
	How often
	Comments
	Level of risk (record when risk assessment complete)

	1
	Handling cash at the counter
	Robbery
	All employees and customers present
	All times
	Check cash handling and alert procedures
	Extreme

	2
	Serving customers at front counter
	Counter staff and customers nearby maybe verbally abused and suffer physical violence from customers
	All employees and customers present
	All times
	
	Extreme

	3
	Handling drunken customers from pub next door
	Verbal abuse and physical violence from customers
	As above
	Sometimes around pub closing time
	
	High

	4
	Maintaining rosters and managing customer service staff
	Customer service too slow resulting in unreasonable pressure on staff and irritated customers
	Counter staff and customers waiting for service
	Peak times
	Need to move staff to front counter when an employee is off sick
	High

	5
	One person rostered at night
	Robbery
	Night shift employees
	After dark
	
	Extreme

	6
	Handling cash in the office
	Robbery
	As above
	Especially in quiet times
	Need to review procedures
	Extreme

	7
	Shoplifting
	Physical violence if offenders are caught in the act
	Employee who apprehends offender
	At irregular times
	
	Extreme

	This form covers all employees and customers who may be affected by work in the supermarket.

	The following risk profile summarises the risk assessment and controls for the task and hazard for “handling money  at the counter”.

	Location: 24-hour Supermarket

	Prepared by: D. Brown
	Position: J. Smith, Staff Supervisor
	Date prepared: 24/05/19

	Task #1: Handling money at the counter
	Handling money at the counter
	Hazard: Robbery

	Task frequency: Very frequently
	Risk level: Extreme
	Comment: Weapons may be used in attempts to steal cash.

	Preferred order of controls
	Risk control
What can be done to make the job safe
	Person responsible
Who makes sure it happens?
	Completion

	
	
	
	Date
	Sign off

	Elimination
	Do not handle cash – use EFTPOS, credit cards or store cards
	D. Brown (manager)
	
	

	Substitution
	N/A
	
	
	

	
	Raise counter height to make jumping over more difficult and increase distance between staff and customers by placing confectionery stands in front of the counter
	D. Brown (manager)
	
	

	
	Install two sets of electronic doors controlled by staff
	D. Brown (manager)
	
	

	Engineering
	Consider the location of the shop in relation to surrounds and factors such as external lighting, other buildings, etc.
	D. Brown (manager)
	
	

	
	Lay out shop so staff can see out into car park and staff can easily be seen from outside; e.g. raise work area for staff
	D. Brown (manager)
	
	

	
	Fit closed circuit TV cameras
	D. Brown (manager)
	
	

	
	Restrict “straight through” access by customers; e.g. using planters, displays, etc.
	D. Brown (manager)
	
	

	
	Use time-delay drop safes
	D. Brown (manager)
	
	

	Administration
	Watch for and report all suspicious circumstances for further action as necessary
	J. Smith (supervisor)
	
	

	
	Employ security staff to visit branches at regular intervals to gauge security consciousness and offer advice
	D. Brown (manager)
	
	

	
	Appoint a staff member to maintain liaison with the local police crime prevention officer
	J. Smith (supervisor) and staff member
	
	

	
	Train staff in procedures to be followed if a robbery occurs
	J. Smith (supervisor)
	
	

	Personal protective equipment (PPE)
	PPE not appropriate for supermarket store staff
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[bookmark: _Toc39246741]6	Checklist
This checklist can be used to find problem areas in the way your workplace manages violence and aggression. You may need to adapt this checklist to your workplace.
	1. THE WORKPLACE (Each YES answer indicates an increased risk of violence and aggression)
Are money/valuables/drugs kept at the workplace? 
Has violence or aggression been an issue in the past? 
Are people affected by alcohol or other drugs?
Are customers likely to be angry or disgruntled?
Are there any other obvious reasons why employees or clients may become violent?
Is the workplace offsite (e.g. at a client’s home)?
Does the employer have control over the workplace?
	

YES/NO 
YES/NO 
YES/NO 
YES/NO
YES/NO

YES/NO
YES/NO

	2. EMPLOYEES (Each YES answer indicates an increased risk of violence and aggression)
Do staff work alone or at night?
Do inexperienced staff deal with customers?
Do employees frequently have contact with the general public or work directly with clients?
	
YES/NO 
YES/NO
YES/NO

	3. IDENTIFY, ASSESS AND CONTROL (Each NO answer indicates an increased risk of violence and aggression)
Are all employee reports of workplace violence investigated?
Are employees asked about risk of violence?
Are potentially violent people identified?
Are causes of potential violence identified?
Have risks of injury or harm been assessed?
Are there measures for dealing with violence immediately?
Are there controls for averting violence?
Have they been used successfully?
Are employees consulted when developing the controls?
Is the safety of public/clients considered?
Has an environmental risk assessment been conducted?
	

YES/NO
YES/NO
YES/NO
YES/NO
YES/NO
YES?NO
YES/NO
YES/NO
YES/NO
YES/NO

	4. CONSULTATION AND CO-OPERATION (Each NO answer indicates an increased risk of violence and aggression)
Is there a forum for violence and aggression to be discussed?
Are safety and health representatives consulted on hazards and emerging risks?
Is there a procedure for reporting incidents?
Are all changes discussed with employees?
Are employees consulted in developing procedures and trialling solutions?
	

YES/NO
YES/NO
YES/NO
YES/NO
YES/NO

	5. VIOLENCE PREVENTION PLAN (Each NO answer indicates an increased risk of violence and aggression)
Does your workplace have a violence prevention plan?
Was the plan drawn up in consultation with employees?
Does the plan cover identification, assessment and control?
Does the plan cover induction and training?
Does the plan set safe procedures for hazardous tasks?
Is there a security system in the workplace?
Is there a communication protocol for employees in community settings?
	

YES/NO
YES/NO
YES/NO
YES/NO
YES/NO
YES/NO
YES/NO

	6. VIOLENCE RESPONSE PLAN (Each NO answer indicates an increased risk of violence and aggression)
Does your workplace have a violence response plan?
Is the plan easily accessible for employees at risk?
Does the plan outline how and when employees can retreat?
Does the plan include first aid and medical support?
Does the plan include backup from police and emergency services? 
Does the plan include prompt de-briefing and counselling?
Is an employee assistance service provided?
Is the plan reviewed after each violent situation?
	

YES/NO
YES/NO
YES/NO
YES/NO
YES/NO
YES/NO

	7. TRAINING AND INFORMATION (Each NO answer indicates an increased risk of violence and aggression)
Have staff been provided with relevant information about violence and aggression?
Have staff been trained to recognise antecedents to potential violence?
Have staff been trained in de-escalation, break-away techniques or   retreat?
Have staff received training in conflict management or other communication skills to prevent violence?
Do employees receive refresher training in violence management procedures?
Are staff trained to report violent incidents?
	

YES/NO

YES/NO

YES/NO
YES/NO
YES/NO
YES/NO



A checklist for armed hold-up risk factors is included in Armed Hold-ups and Cash Handling: A Guide to Protecting People from Armed Hold-Ups, available via WorkSafe’s website.


[bookmark: _Toc39246742]Appendix 1	Hierarchy of controls relating to violence and aggression 

[image: ]
[bookmark: _Toc39246743]Level 1
[bookmark: _Toc39246744]Eliminate the hazard – change the system of work
In some situations it is possible to pinpoint the exact reason or “trigger” for workplace violence and aggression. If this “trigger” could be completely eliminated, the work could be carried out without the threat of violence, robbery or attack.
Examples
banning persons with a history of violence and aggression from venues or facilities (e.g. patrons at pubs or clients at health services) 
refusing service to clients who repeatedly expose employees to violence and aggression
provide alternative methods of customer service to eliminate face-to-face interactions (e.g. online licence renewal, ticket dispensers at customer service counters)
[bookmark: _Toc39246745]Level 2
Note: there can be overlap between substitution, isolation and engineering controls.
[bookmark: _Toc39246746]Substitution – use a safer alternative
Replace a hazardous procedure with a less hazardous one.
Examples
use credit facilities instead of cash
minimise discomfort in waiting rooms (e.g. provide televisions, water dispensers) and use signs to advise current waiting times 
use way-finding volunteers at hospitals to reduce customer frustration and encourage them away from triage nurses and front desk admin 
[bookmark: _Toc39246747]Isolation – separate employees from the hazard
If possible, employees should move away from violent or aggressive situations to a safe area. In other situations it may be possible to move the violent/aggressive person, for example, an aggressive student could be taken to a designated area within the school.
Administrative barriers could also be used to separate employees from customers, clients or members of the public who may cause them harm. Effective barriers could be in the form of procedures that isolate employees from hazards.
Examples
Physical barriers
electronically controlled doors with viewing panels that allow surveillance of public areas before the doors are opened from the inside
Using furniture to create a barrier between employees and clients in interview rooms
staircases in venues with alcohol to have appropriate barriers to protect employees 
controlled-access doors where access is via a security card or code
screens to reduce the risk of attack from clients; e.g. on buses, at counters
interview rooms in hospitals, community health clinics and mental health clinics designed with controlled access and separate emergency egress to isolate aggressive clients
[image: ]
Administrative barriers
Service agreements that outline acceptable behaviour and consequences when clients or members of public are violent or aggressive
procedures that prevent customers from contacting staff out of business hours, such as refusing to provide employees’ home phone numbers and addresses
posters outlining acceptable behaviours and consequences of unacceptable behaviours
ensure workplaces with customer and client service are designed in a way to maximise natural surveillance as a deterrent to anti-social behaviour
signs warning that cameras are in use
roster work to minimise staff working in isolation
Engineering solutions
Building or introducing technology, plant or equipment to reduce the exposure to the hazard.
Examples
Building layout
allow for “escape routes” and avoid dead ends where employees are unable to retreat to a safer place when necessary
bollards outside entry points to the workplace
barriers in vehicles used to transport patients/clients
security doors to ensure controlled access to staff-only areas
permanent screens
security lighting (including for staff entry/exit and carparks if staff work late hours)
use of fixed and portable alarm systems
communication systems
furniture that cannot be used as projectiles
Technology
Closed circuit TV/surveillance/video monitoring
audio-capture wearable cameras on security guards
mobile phone apps for tracking workers (e.g. home-based care, community visits) and communication
GPS tracking in vehicles used by community-based workers
Use of rostering software that allows community workers to communicate location and potential delays in service back to head office for action
Using devices that increase mobile phone coverage in areas where mobile phone reception is poor
[bookmark: _Toc39246748]Level 3
[bookmark: _Toc39246749]Administrative controls – managing the hazard
Administrative controls are usually procedures, training and internal processes which help to reduce the effect of the hazard. They can include “work arounds”.
Examples
training employees in appropriate systems of work, dealing with difficult clients and conflict management skills, for example in situations where cleaners work alone at night, there would be less risk of attack if cleaners worked together, cleaning one building after the other, rather than working alone in different buildings;
job rotation to reduce the amount of time employees are in stressful situations, or working with high-risk clients especially when they are new to the job;
in an organisation with client contact, ensure new employees are not required to work alone until they have the competencies to do so. Assistance from more experienced staff should be available when it is needed;
rostering to provide support for situations where it is known that the situation may be difficult
implement regular emergency response drills for Code Black or client-related violence
establish communication protocol for sharing information and facilitating the solution of problems related to service delivery
implement customer feedback procedures
ensure time is available for peer support,  sharing information and problem solving and incident reporting
[bookmark: _Toc39246750]Personal protective clothing and equipment
Personal protective clothing and equipment (PPE) should not be the only control that is used, as it is the least effective way of dealing with workplace violence and aggression. PPE should be provided as a temporary measure whilst other risk controls are being considered, or in conjunction with other controls.
Examples
PPE for protection from contact with body fluids
protective body gear or riot gear in prisons or high security detention centres



[bookmark: _Toc39246751]Appendix 2	Relevant legislation
Criminal Code
Disability Act 1992 (Commonwealth)
Equal Opportunity Act 1984
Human Right and Equal Opportunity Commission Act 1986 (Commonwealth)
Industrial Relations Act 1979
Mines Safety and Inspection Act 1994
Minimum Conditions of Employment Act 1993
Occupational Safety and Health Act 1984 
Occupational Safety and Health Regulations 1996
Public Interest Disclosure Act 2003
Public Sector Management Act 1994 (State Government Departments)
Racial Discrimination Act 1975 (Commonwealth) 
Sex Discrimination Act 1984 (Commonwealth)
Spent Convictions Act 1988
Surveillance Devices Act 1998
Worker's Compensation and Injury Management Act 1981



[bookmark: _Toc39246752]Appendix 3	Working from home and family and domestic violence (FDV)
What can employers do to assist employees who are at risk of family and domestic violence due to working from home?
Employers have a duty of care to ensure employees are not exposed to hazards in the workplace, as far as practicable. A workplace can include the employee’s home if they are working from home. When employees are working from home, employers are required to implement controls to eliminate and reduce the risk of injury and harm, as far as practicable. As an employer, if you suspect or are aware of employees who are at risk of harm from family and domestic violence (FDV) as a result of working from home, you may wish to consider the following suggestions for practicable controls:
1. Provide information to all employees 
Send information to all employees on FDV, confidential points-of-contact within the workplace, employer-provided support services and external support services. This enables at-risk employees to receive this information without specifically singling them out.  Information to encourage reporting and reduce stigma associated with FDV is available from Our Watch and White Ribbon.
Recognise the symptoms
Provide training to managers and supervisors to enable them to identify the signs and symptoms of someone experiencing FDV. This includes changes in behaviour, communication style and physical appearance. For more information about the indicators of FDV refer to Department of Communities, Child Protection and Family Support – Fact Sheet 2 Indicators of Family and Domestic Violence. 
Communicate regularly 
Managers and supervisors should communicate regularly with employees who they suspect or are at risk of FDV to reduce social isolation, provide general support and check on the employee’s welfare.  It is common for employees who are experiencing FDV to be isolated from family and friends due to the perpetrator’s behaviour. 
Communicate safely 
Equip managers and supervisors to have supportive conversations with employees in which they offer general support. Managers and supervisors may unintentionally expose employees to serious harm if they directly express their concerns about the employee experiencing FDV. It is common for perpetrators to monitor their partner’s communication including emails, text messages and telephone calls.
If the employee has self-disclosed they are experiencing FDV, you can limit the information the perpetrator may overhear on a telephone call by asking the employee questions which require a ‘yes’ or ‘no’ answer. For example: “Do you need help?”, “Do you need me to call the Police?”, “Would you like me to text you the telephone number of a domestic and family violence helpline?”.  
Managers and supervisors can establish a safety word or phrase with the employee which they can use to enquire about the employee’s welfare and the employee can use to indicate they require immediate help. For example: 
Manager/supervisor: “Do you miss the café’s coffee as much as I am do?”
Employee: “Yes, I do” (help required) or “Not me, I’m good” (I am okay). 
Adjust/develop a safety plan for working at home
If the employee has self-disclosed they are experiencing FDV, speak with them about developing or adjusting a current safety plan for working at home. Where possible, this should be done in consultation with their treating medical practitioner or health professional (if available). Personal Safety Plan templates are available from the Department of Communities, Child Protection and Family Support and 1800 Respect. 
Make reasonable adjustments to work
While the employee is working from home, you may consider making reasonable adjustments to work. Examples include allocating self-paced work rather than work with strict timeframes, offering an alternative work location or working from the office, providing the employee with a secure computer/laptop to access emails and complete work (this reduces the potential for the perpetrator to monitor their partner’s communication). Being aware of different leave requirements and sensitivity of those. 
Maintain confidentiality 
Employers should take all reasonable steps to ensure any information disclosed by employees regarding FDV is kept confidentially and securely. Disclosure should be on a need to know basis and only to maintain safety. Where possible disclosure should only occur with the express consent of the employee.
Let employees know they will not be discriminated or victimised for disclosures 
Encourage reporting by advising employees they will not be discriminated against or victimised because of their disclosure of experiencing FDV. Such disclosures can be made in-confidence to their manager or confidential point-of-contact within the business. 
No tolerance for perpetrators of FDV 
Employers should not tolerate employees perpetrating FDV in or from their workplaces. Any such conduct may constitute a breach of discipline. 




[bookmark: _Toc39246753]Appendix 4	Other sources of information
This code of practice should be read in conjunction with other relevant publications produced by the Commission for Occupational Safety and Health and WorkSafe.
[bookmark: _Toc39246754]Legislation
Occupational Safety and Health Act 1984
www.legislation.wa.gov.au/legislation/statutes.nsf/law_a555.html
Occupational Safety and Health Regulations 1996
www.legislation.wa.gov.au/legislation/statutes.nsf/law_s4665.html
[bookmark: _Toc39246755]Codes of practice and guidance
[bookmark: _Toc39246756]Commission for Occupational Safety and Health
General duty of care in Western Australian workplaces
Occupational safety and health in call centres
Bullying and harassment at work
Dealing with bullying at work - a guide for employees
Working alone
Alcohol and other drugs at the workplace
Preparing for emergency evacuation in the workplace
Covert operations and dangerous operations in the Western Australia Police Service
Formal consultative processes at the workplace: safety and health representatives, safety and health committees and resolution of safety and health issues, including consultation on PINs.
[bookmark: _Toc39246757]WorkSafe 
The First Step – Managing hazards in the workplace
Armed hold-ups and cash handling: a guide to protecting people from armed hold-ups
Aggression in the workplace toolkits and information resources
Aggression in the workplace – frequently asked questions
Introduction to aggression in the workplace
[bookmark: _Toc39246758]WorkSafe Victoria Industry-specific guides
www.worksafe.vic.gov.au/occupational-violence-and-aggression 
[bookmark: _Toc39246759]Safety Bulletins
General duty of care
Labour hire industry and duty of care
Electing safety and health representatives
Establishing safety and health committees
Provisional improvement notice

[bookmark: _Toc39246760]Government agencies and organisations

Chamber of Commerce and Industry
180 Hay Street
EAST PERTH WA 6004
Tel. 1300 422 492
Web: cciwa.com/

Office of Multicultural Interests
Gordon Stephenson House
140 William St
PERTH WA 6000
Tel. (08) 6551 8700
Web: www.omi.wa.gov.au/Pages/default.aspx

UnionsWA 
Level 4, 445 Hay Street 
PERTH WA 6000 
Tel. (08) 9328 7877
Web: www.unionswa.com.au

WA Police – assistance
Tel. 131 444
Web: www.police.wa.gov.au/Contact-Us

WorkSafe
Department of Mines, Industry Regulation and Safety
Mason Bird Building 
Level 1, 303 Sevenoaks St 
CANNINGTON WA 6107
Serious incident and fatality reporting line: 1300 307 877
Web: www.commerce.wa.gov.au/worksafe
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