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THORNLEY PARISH COUNCIL 
 

SAFETY OF EMPLOYEES IN THE WORKPLACE 
 

GUIDELINES TO HELP AVOID/PREVENT INSTANCES OF VIOLENCE 
 
 

1. DEFINITION OF VIOLENCE 
Staff may be subjected to violence in three main ways 

 Physical Assault 

 Threatening Behaviour 

 Verbal Abuse 
 

All employees should recognise that the occurrence of any of these three 
features is considered to be violence and should be treated as such. Apart from 
the above, it is also acknowledged that violence can arise from a sexual and/or 
racial basis. 
 

2. PREVENTING AND AVOIDING VIOLENCE 
 
2.1. Causes of Violence 

Before employees can attempt to minimise and reduce violent incidents, they 
need to be aware of factors which may have a bearing on potentially violent 
situations. 
 
Management recognises that the causes of violence are complex. However, it 
is clear that any of the following have an impact: 

 
a) Client's frustration about how the Organisation is handling an enquiry or 

request. Evidence suggests that it is not always inability to provide what 
the Client wants which causes aggressive behaviour but rather the 
impression that staff do not `care' and will not make the effort to help. 
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b) Clients under the influence of drugs, alcohol or suffering from mental 

illness, stress or anxiety. 
 

c) Long periods of waiting, particularly in unpleasant surroundings and not 
being told what is happening. 
 

d) Employees not being able to spot signs of aggression or exacerbating the 
situation by inappropriate behaviour. 
 

e) Failing to inform other employees of potentially violent Clients. 
 

The Health and Safety Executive indicated in their report that age, experience, 
sex, personality, appearance, health and attitudes of employees can all have 
an impact on potentially violent situations. 
 
Also, the attitude of first line employees to Clients may significantly affect the 
way the case is dealt with by other officers. 

 
All employees should consider the above points carefully, associating them with 
themselves and their own working environment. 

 
2.2. Perception and Reading Violent Situations 
 

All employees should read and note the following advice. It is not meant to be 
an exhaustive list of 'dos' and `don'ts' since your response to awkward 
situations can vary enormously depending on the circumstances. Therefore, 
you should use your common sense and judgement to avoid and defuse any 
difficult situations. 
 

a) Exercise care in what you say. Try to be polite and objective. Speak 
calmly, slowly, and firmly. 
 

b) Warn Clients in advance of any possible disappintments or problems. 
 

c) Try to ignore all provocation as responding to it may lead to assault. 
 

d) If your client becomes aggresive, make sure he/she can back down 
without losing face. 
 

e) Consider leaving the Client alone. Let them know you are going to leave 
them and make sure you return later, accompanied by a colleague if 
necessary. 
 

f) If you feel that a telephone call or interview is becoming difficult, you 
should feel free to ask a more senior officer to deal with it. 
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When a situation begins to escalate, call for another employee. Any request for 
support, or to be accompanied, must be respected and acted upon. When in 
doubt GET OUT. 
 

2.3. Employee Movements 
 

a) It is important to stress from the outset that we are all here to serve the 
Client(s) and members of the public should always be treated with 
respect. 
 

b) When making home visits, remember that you are in a Client's home and 
you should not have a superior manner. 
 

c) All employees/Members should carry identity cards and display them 
when first introducing themselves on an external visit. It is accepted that, 
in some situations, an officer may wish to remain anonymous for their own 
safety. Officers should use their own discretion in deciding whether to give 
their identity in such cases. 
 

d) When feasible, before employees leave their workplace, they should leave 
a clear record of where they are going, who they are seeing and whether 
they will be returning to the workplace on that day. If employees are 
making numerous visits and it would be unreasonable to give a detailed 
list, they should indicate whether they will be returning or not and try to 
give a general idea of where they are going. Employees should record 
their return. It will be the Parish Clerks/Supervisors responsibility to decide 
on what details to record and the most appropriate method for recording 
them, i.e. diary or notice board. 
 

e) If an employee does not return to the workplace as expected, this should 
be notified to their Supervisor. If such notification is not received another 
employee should report the matter to the Parish Clerk/Supervisor who will 
decide on further action. 
 

f) Before an employee visits a new Client, they should check in the `Incident 
Book' (to be provided) for any violent incident recorded. Where 
appropriate, employees should get into the habit of checking Client's 
details before visiting, for any signs of potential violence. 
 

g) If.any information given suggests a potentially violent situation, employees 
should use their own discretion in deciding whether to ask another 
employee to accompany them. When a Client is known to have a history 
of violent behaviour, employees should avoid visiting them alone and 
make arrangements to be accompanied. Any difficulties in finding 
someone to go along should be discussed with the Parish Clerk. 
 

h) Whenever possible, you should avoid placing yourself in a situation, 
where violence is likely to occur or there is a reasonable possibility that 
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violence will occur. Always discuss with The Parish Clerk/Supervisor if 
violence is expected. 

 
It is important that employees do not feel inadequate about asking to be 
accompanied or asking a more senior officer to deal with a difficult situation. 
Often this is the correct professional response. 
 
Management acknowledges that there are certain situations which present 
obvious problems with regard to implementing safeguards against violence i.e. 
staff on “standby”, “out of hours” duty or responding to emergency call-outs. In 
addition there are resource implications and practical problems if arrangements 
are made for two officers to visit instead of one. It is, therefore recommended 
that Management look into the possibility of providing suitable equipment for 
use by Employees who are on duty out of normal working hours.  
 
It may be possible for employees to contact the police/emergency services 
should an incident occur. Radios could also be used by employees who are 
visiting isolated premises during work hours. Personal alarms will be made 
available for use by those employees requiring them. 
 
It is very important to stress that employees should NEVER knowingly put 
themselves in a potentially violent situation simply because they are carrying a 
personal alarm/radio handset. Carrying such equipment does not mean that 
employees should put themselves at risk of violence. 
 

2.4. Handling Cash 
 

a) Avoid advertising the fact that you are collecting or have money. 
 

b) When collecting payments, try to safeguard the money and, whenever 
possible take it inside a property with the door closed. 
 

c) Try to vary the times of banking cash. 
 

d) Where appropriate, use a car to transport the money rather than walking. 
 

e) Use an inconspicuous means of carrying/transporting money. 
 

f) Management should always discuss security measures with the local 
police or Crime Prevention Officer, particularly when setting up a new 
office which is going to be handling cash. 
 

g) MOST IMPORTANTLY, IF THREATENED, GIVE UP THE MONEY 
IMMEDIATELY. 
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3. THE WORKPLACE 
 
3.1. Reception Area 
 

a) Reception desks should be easily identified, especially if there are 
different desks for different enquiries. 
 

b) The Reception Area should be as pleasant and as comfortable as 
possible. Magazines could be available. Where space allows, the informal 
arrangement of chairs and tables is more inviting than seats around a 
wall. At the same time, seating and fixtures should be chosen to ensure 
that they cannot be easily used as weapons. 
 

c) Ideally, employee and visitor access to the building should by separate 
and members of the public should not be able to enter the main working 
area. Where this is not possible, it is important to consider the security 
implications and what can be arranged to reduce risks. 
 

d) Employees should have a clear view of everyone entering or leaving the 
Reception area. 
 

e) There should be suitable access for elderly and disabled people or young 
mothers with prams or buggies, who can become frustrated and angry if 
easy access is denied. 
 

f) Dogs, except guide dogs, should not be allowed into Reception areas and 
this should be clearly illustrated. 
 

g) Reception areas should be fully manned at all times. 
 

h) There should be facilities for visitors to discuss matters in privacy i.e. 
Interview Rooms. 
 

i) The design of Reception areas should be discussed and reviewed. 
Appropriate measures should be taken regarding security of Reception 
Areas. 
 

Where cash is being collected, there is little option but to have security screens. 
However, where there is a general enquiry or reception desk, many employees 
feel that an open counter arrangement is more appropriate. Screens can 
sometimes create a fortress like atmosphere. 
 
Visitors may become aggravated at having to give private details through a 
screen. There have been reports of Clients taking their aggression out on 
screens, which may in fact be not an act of violence against the employer, but 
as a way of showing aggression which the client thinks will result in them 
getting what they want. 
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Some employees may act unprofessionally because they are protected from a 
Client by a screen. There have also been reports of Clients waiting outside the 
building for an employee who has annoyed them whilst dealing with them from 
behind a screen. 
 
The decision to install screens or otherwise should be considered very carefully 
and made appropriate to each working environment. 

 
3.2. Interview Rooms 
 

These should follow the same principles as Reception Areas. 
 

a) They should be pleasant and comfortable. They should also be spacious 
so that it is easier for employees to avoid being attacked. It is much more 
difficult to exit from a confined space. There should be sufficient space to 
allow for free movement. 
 

b) A desk should always be between a Client and an employee. 
 

c) Doors should always open outwards in order that Clients cannot block the 
exit and employees should always sit nearest the door. 
 

d) Avoid having objects in the Interview Room which could be used as 
weapons. 
 

3.3. Panic Buttons 
 

a) Both Reception Areas and Interview Rooms should always be fitted with 
panic buttons. Such buttons should always be easy accessible to the 
employee. The alarm should sound throughout the office/building so that 
Managers/Senior Officers hear them. 
 

b) Managers should ensure all new employees know where panic buttons 
are and what happens when they are pressed. 
 

c) The Manager should arrange for a check on a daily basis that the panic 
button is working. 
 

d) Make sure YOU know where Panic Buttons are NOW and what happens. 
 

Management should discuss any physical preventative measures, such as the 
above, with an appropriate Health and Safety Officer who will be able to assess 
their adequacy and make other suggestions. 
 

3.4. Training 
 

Training is essential and can play a valuable role as part of a package of 
preventative measures. All employees who come into contact with the public 
should undergo training on dealing with violence. 
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Courses should include: 
 

 Understanding the nature and causes of violence. 
 

 Identifying potentially violent situations. 
 

 Practical ways of avoiding confrontation and reducing vulnerability. 
 

 Advice on how to defuse potentially violent situations and how to deal 
with violent confrontation. 

 

 What to do when you or your colleagues are attacked. This could include 
basic self-defence and first aid instruction. 

 
Managers should undergo specific training in: 
 

 Protecting Employees 
 

 Setting up procedures and rules to deal with violence.  
 

 Providing counselling and support to victims. 
 

 Legal considerations. 
 

Training may have to be a long term exercise given the numbers of employees 
who require it. However, it should begin as soon as possible and ideally, should 
be linked to an Induction Training Package provided for all new employees. 
Also, periodic refresher courses should be held where appropriate. A Training 
Officer should be the catalyst in this matter. 

 
Initial Courses should be allocated on the basis of: 

 
a) Employee vulnerability 

 
b) An employee from every workplace and/or team should attend the first 

series of courses in order to heighten awareness as quickly as possible. 
 

c) Managers should attend the first series of courses so that procedures can 
be implemented. 
 

A Training Officer should revise and update the courses regularly. 
 

Training records for all employees will be maintained and continually updated 
by the Parish Clerk, in order that Training Needs can be identified and refresher 
courses arranged. New starters will also be catered for. 
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4. WHEN VIOLENCE OCCURS 
 

However perceptive you are as an employee, whatever precautions you take, 
whatever procedures are established, the possibility of violence cannot be 
totally eliminated. 

 
Where a Client's behaviour is threatening or abusive the recommended course 
of action is RETREAT. If you are outside the workplace, return there and report 
the matter to the Parish Clerk/Supervisor. If you are in the working, 
environment, seek assistance from a more senior employee.  

 
Actual physical assault includes actual and attempted physical assault on a 
person, or theft or damage to property. 

 
When a physical assault occurs: 
 

a) If you are near an alarm, raise the alarm. 
 

b) If you can retreat, do so. 
 

c) Your first priority is to obtain assistance and if necessary medical help. 
 

d) If you are attacked use the most appropriate means to defend yourself. 
Legally, you are entitled to use reasonable force. Reasonable force 
means that amount of force which is sufficient to prevent one’s self from 
being injured. If you can get away RUN. 

 
e) If a person is damaging property, always remember that personal safety is 

more important than property. It is a matter of personal judgment as 
whether to intervene or not. Management advise that employees do not 
intervene unless they have assistance. 

 
The recipient of a telephone call from an employee who has been attacked 
outside the workplace should note the exact location of the victim, the nature of 
the incident, and whether the emergency services have been alerted. 
Immediate arrangements must be made to go to the person assaulted. 
Preferably the Parish Clerk or Supervisor should go. Employees should be 
accompanied to hospital where appropriate. 
 
As soon as an employee asks for help, either by raising the alarm or otherwise, 
employees, including the Supervisor, should go to their assistance. 
 

4.2. Involving the Police 
 

a) The police advise that they should be contacted as soon as a Client 
becomes aggressive and employees feel that Police assistance is 
necessary. They stress that contact should be in the initial stages of 
violence in order that physical assault be avoided. 
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b) All acts of violence which result in physical injury should be reported to the 
Police by the Parish Clerk. 

 
c) It is acknowledged that in certain circumstances the victim may not wish 

the Police to be informed and this must be respected. However, it must be 
remembered that the Parish Council has a responsibility to its employees 
and in the event of serious offences the Police may have to be informed. 

 
d) The decision to report a threatened assault/verbal abuse to the Police will 

follow discussions between the Parish Clerk and the employee involved. 
 

e) In all cases, the victim clearly has the right to report the mater personally 
to the Police. 

 
f) It will be essential that a co-ordinated approach be made to the Police and 

it is suggested that this be made by the Parish Clerk. 
 
5. RECORDING INCIDENTS 
 

Recording and distributing information is essential in dealing with violent 
incidents. 

 
Guidelines issued by the Health and Safety Executive in its document “Violence 
to Staff” state: 

 
'Once it has been established that there is a problem of violence, it is 
necessary to initiate a formal reporting system. Without information about 
incidents of violence, it is not possible to develop a methodical analysis, 
nor is it likely that effective strategies for prevention will be found.' 

 
The information should be used to identify situations when violence is likely to 
occur. Also, it should be used to identify long term precautionary measures. 

 
The identification of people as potentially violent and holding such information 
on Parish Council Records is open to question on professional and ethical 
grounds. The difficulty arises when the definition of violence has to be 
interpreted. There may be an occasion when an individual who would not 
normally revert to acts of violence, becomes aggressive as a result of the way 
he or she is treated by the Authority. The difficulty arises when the definition of 
violence has to be interpreted. Therefore, a Client’s anger may be a “one off” 
reaction that need not be recorded as a violent incident. Similarly, one person 
may feel they have been subjected to violence whilst another party may brush it 
aside as a normal part of the working environment. 

 
Management do not accept that such concerns should result in employees 
being denied advance warning of potentially violent Clients but employees 
should use their own common sense and judgement to decide whether an 
incident is violent and should be recorded. 
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The following procedure should be used as a system for warning employees. 
 
6. THE PROCEDURE - IN ACCORDANCE WITH THE RIDDOR 

REQUIREMENTS 
 
6.1. The Victim 
 

An employee who has been the victim of a violent incident and who is the 
subject of an allegation of violence should report it to the Parish Clerk as soon 
as it is practical (See Section 4.2 – Involving the Police). 

 
He/she may also contact his/her Union Representative. 

 
The Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 
(1985). 

 
6.2. The Parish Clerk/Supervisor 
 

Take care of the injured person. Ensure that any necessary medical/first aid 
treatment is obtained. 

 
6.3. Reporting Procedure, Following An Incident of `Violence', The Victim Should: 
 

 Complete a Violent Incident Report Form (copy attached) which should 
include the statements of any witnesses. This should be done within 7 
working days of the incident occurring. 

 

 Send a copy of the form to the Parish Clerk who is responsible for co-
ordinating the reporting procedure. 

 

 Enter details of the incident in the Parish Council’s Incident Book. 
 

If the violent incident is an actual physical assault the victim should also: 
 

 Complete an Accident Report Form. 
 

 Send the appropriate copies of this to the Parish Clerk within two working 
days of the incident occurring. 

 

 Enter details of the incident in the Incident Book. 
 

The time limits specified must be adhered to, in order that the forms can be 
processed and forwarded to the Health & Safety Executive within the statutory 
time allowed. 

 
6.4. The Parish Clerk should: 
 

 Have the responsibility for the co-ordination of the reporting procedures 
for violent incidents. 
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 Ensure that all forms are completed correctly and that a copy is placed on 
the Employee's personal file. 

 

 Ensure that a record and analysis of all violent incidents is maintained and 
reported to the Parish Council. 

 
6.5. The Role of the Parish Clerk 
 

Having considered the details of the incident, the Parish Clerk will notify the 
Parish Council and their Legal Representative, in order that the Authority's 
Welfare and Legal Advice Procedures can be initiated. 

 
Every employer, subject to the RIDDOR Regulations, 1985 must nominate an 
employee to act as a `responsible person'. The responsible person within the 
Parish Council should be the Parish Clerk. 

 
The responsible person acts as a link between the Authority and the Health and 
Safety Executive and is formally responsible for ensuring incidents are reported 
within the established time limits. 

 
6.6. Recording for Client's Records 
 

a) All violent incidents must be recorded on Client's Files. 
 

b) A copy of the Violent Incident Form could be attached to the File. Also, the 
File should be marked clearly e.g. a red sticker saying "READ THIS" on 
the front of the File. 

 
c) Copies of any reports or other relevant information should be attached to 

the File. 
 
7. OTHER SECURITY MATTERS 
 

New employees should always wear an Identification Badge. If you see anyone 
either acting suspiciously, or who you suspect is not employed, but is in an 
“employee only” area, then you should notify your Supervisor. 


