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Unfortunately, ours is a violent society, and some of that violence finds its way into the workplace. As a healthcare or social service worker you are particularly vulnerable to violence on the job because of the nature of your work and the individuals you serve. Violence is also a problem in these fields because your work is stressful, and sometimes, co-workers who become overly stressed also become violent and take their frustration out on the people they work with. 
Statistics show that healthcare and social service workers are much more likely to face violence or threats on the job than workers in other jobs. And all too often workplace violence results in injuries. Sometimes it ends in death.
Because of the frequency of violent incidents and the serious nature of  possible consequences, you must be able to protect yourself from harm. You need to understand the risks of violence on the job, be able take effective steps to prevent violence, and know what to do if you find yourself in a potentially violent situation.

http://www.blr.com/�

Session Objectives

B/ Realize the risks
M Identify risk factors

B/ Understand the effects of workplace
violence

MTake effective measures to prevent
violence

B/ Recognize signs of impending violence
B/ Protect yourself in violent situations

© Business & Legal Reportts, Inc. 0809



Presenter
Presentation Notes
Slide Show Notes
The main objective of this session is to create awareness of workplace violence and talk about strategies for preventing violence and protecting yourself on the job. By the time this session is over, you should be able to:
Realize the risks;
Identify risk factors;
Understand the effects of workplace violence;
Take effective measures to prevent violence;
Recognize signs of impending violence; and
Protect yourself in violent situations.


What Is Workplace
Violence?

Violent acts directed
toward people at work
or on duty, including:

* Threats

* Physical assaults
e Sexual assaults
* Muggings
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The National Institute for Occupational Safety and Health defines workplace violence as “violent acts, including physical assaults and threats of assaults, directed toward persons at work or on duty.”
Examples of violence include:
Threats—any expression of the intent to cause harm, including verbal threats, threatening body language, and written threats;
Physical assaults—attacks ranging from slapping and beating to homicide, and the use of weapons such as firearms, bombs, or knives; 
Sexual assaults—rape and other violent sexual attacks on women; and
Muggings—aggravated assaults, usually conducted by surprise and with intent to rob.
Think about the incidents of workplace violence that you’ve heard about or experienced. How does the risk of violence on the job make you feel? What steps do you take to reduce your risk?
Ask trainees to discuss incidents of workplace violence that they’ve experienced or heard about. How does the risk of violence make them feel? What do they do to reduce the risk? 


-

Violence in Health Care
And Social Services

M

.

e One-sixth of violent crimes
occur in the workplace

* Violence is a leading
cause of workplace deaths

* Violence causes many
serious injuries

* Almost half of workplace
assault injuries occur in
health care and social
services

WORKPLA

Violent Crimes

] Workplace B Nonworkplace Settings
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The facts about violence in the healthcare and social services fields are disturbing. 
According to the Bureau of Labor Statistics, as many as one-sixth of all violent crimes occur in the workplace. 
Violence is a leading cause of workplace deaths. 
It is also responsible for many injuries, some very serious. 
In fact, almost one-half of all nonfatal injuries from occupational assaults and violent acts occur in health care and social services. 



A

Who Is Most Vulnerable?

* Workers making home visits
* People who work In high-crime areas
* People working alone

e Patient care workers
* Emergency response personnel
* Faclility safety and security officers
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Unfortunately, almost all healthcare and social service workers are vulnerable to workplace violence. But some are more likely to be targets. For example:
Healthcare and social service workers making home visits;
People who work in offices, hospitals, or other facilities in high-crime areas;
People working alone—especially after dark;
Patient care workers;
Emergency response personnel; and
Facility safety and security officers.


here Is Violence
Most Likely to Occur?

r'_

* Psychiatric units

* Emergency rooms
* Waiting rooms

e Geriatric units

* Pharmacies

* |solated areas
(elevators, restrooms,
stairwells)
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You should be aware that violence can occur anywhere in a hospital or healthcare or social services facility, but statistics show that it is most likely to occur in certain areas. For example:
Psychiatric wards;
Emergency rooms;
Waiting rooms;
Geriatric units;
Pharmacies, because of the availability of drugs; and
Isolated areas where you could be trapped alone, such as elevators, restrooms, and stairwells.
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_When Is Violence

Healthcare workers:

* Periods of
low staffing

* Mealtimes

* Visiting hours

e Patient transportation
* Coming and going
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Although violence can erupt at almost any time, studies indicate that violent incidents in healthcare facilities often occur during times of high activity and interaction with patients. For example:
Periods of low staffing,
At mealtimes,
During visiting hour,
During patient transportation, and
Coming to or leaving work.


hen Is Violence
Most Likely to Occur? (cont)

Social service workers:
e Home ViISIts

* High volume times
In office

* Coming and going
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Social service workers are often more vulnerable when they are out of the office making home visits. 
They can also become victims of violence in the office during high volume times when clients must wait to be interviewed. 
Social service workers can also be targeted when working after hours or when coming to and leaving the office.
Think about the times you feel most vulnerable to workplace violence.
Ask trainees to identify times they feel most vulnerable to workplace violence.



e Co-workers and
former employees

* Patients and residents ) &E‘ %

* Social service clients g\

* Mentally or emotionally ._.,..

disturbed people 'a-
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Under the right circumstances, of course, nearly anyone could become violent. But in health care and social services, you are more likely to encounter violent people among the following:
Co-workers and former employees;
Patients and residents;
Social service clients; and
Mentally or emotionally disturbed people, who may be patients or clients, or who may simply wander into the facility or office off the street.
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Who May Become Violent?

(cont.)

* Drug addicts
* Thieves and other criminals
* Family and friends of patients or clients

e Other outsiders
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Other people who may become violent include:
Drug addicts, who may be patients or clients, or who may come into a healthcare facility to steal drugs;
Thieves and other criminals who come into facilities and offices to steal, rob people, or commit other crimes and assaults;
Family and friends of patients, clients, or co-workers who may be stressed, angry, or involved in personal or domestic disputes that they may act out in the workplace; and
Finally, other outsiders such as delivery people, contractors, and others who may be in the facility or office on business and become violent for some reason.
Think about the incidents of workplace violence with which you are familiar. Who were the victims and who were the perpetrators?
Discuss incidents of workplace violence in your organization and in other facilities and offices in your area. Who were the victims and who were the perpetrators?


* Working with volatile
people

* Working when
understaffed

* Working after dark

* Working where public
has unrestricted access

e Attempting to set limits
* Refusing services
* Long waits for service
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Other common risk factors for workplace violence in health care and social services include:
Working directly with volatile people, especially if they are under the influence of drugs or alcohol or have a history of emotional or mental illness;
Working when understaffed, especially during meal times and visiting hours;
Working between dusk and sunrise;
Working in areas where the public has unrestricted access;
Attempting to set limits on eating, drinking, or tobacco or alcohol use; 
Having to refuse services to a patient or client; and
Long waits for service or denial of some requested service.


Other Risk Factors (cont)

* Overcrowded
waliting room

* Involuntary patient
admission

e Substance abuse
* Poorly lit areas

* Extreme stress or
serious personal
problems
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Other risk factors include:
Overcrowded waiting rooms;
Involuntarily patient admission;
Drug and alcohol abuse among co-workers, patients, visitors, clients, or others;
Poorly lit areas, such as corridors, rooms, parking lots, and so on; and
Extreme stress due to work pressures or serious personal problems that causes a co-worker to snap and react violently.
Think about how some of these risk factors might have played a role in violent incidents with which you are familiar. Can you think of any other factors that could be involved in incidents of workplace violence?
Discuss risk factors involved in cases of workplace violence that have occurred in your facility or incidents elsewhere with which trainees are familiar. Ask trainees if they can think of any other factors that could be involved in incidents of workplace violence.


What Are the Effects
cErkaace Vio nc\

Death
Physical injuries
Emotional trauma

Low morale and
INcreased stress

W |
Fear and

lack of trust m

High turnover e
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There are many possible effects of workplace violence, including:
Death;
Physical injuries—many minor, but some serious enough to result in temporary or even permanent disability;
Emotional trauma;
Low morale on the job and increased job stress;
Fear of or lack of trust for co-workers, patients, clients, management, and others; and
High turnover.
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Workplace Violence Risks

VOOV

True or False?

You are less likely than workers in other
Industries to be a victim of workplace violence.

You are at greater risk if you work alone
or at night.

Only patients or clients commit acts of
violence.

Physical injury is the only consequence of
workplace violence.
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Let’s see how much you remember about what we’ve discussed. Think about each statement on the screen and decide if it’s true or false.
You are less likely than workers in other industries to be a victim �of workplace violence. True or false? The correct answer is false. Healthcare and social service workers are more likely than other workers to be victims of workplace violence.
You are at greater risk if you work alone or at night. True or false? The correct answer is true. You are also more vulnerable if you make home visits or work in a high-crime area.
Only patients or clients commit acts of violence. True or false? �The correct answer is false. Co-workers, former co-workers, visitors, family and friends of co-workers, patients, and clients, and many others are also frequently responsible for violence that takes place on the job.
Physical injury is the only consequence of workplace violence. True or false? The correct answer is false. There are many other consequences, including emotional trauma, fear and lack of trust, low morale and increased stress, and high turnover. 
How did you do? Did you get all the answers right?


o

Workplace Violence Risks

Do you understand:

* Risks of workplace
violence? /_\
* Individuals who may

become violent?

* Effects of workplace
violence?
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Now it’s time to ask yourself if you understand the information presented so far. For example, do you understand what we’ve said about:
Risks of workplace violence?
Individuals who may become violent?
Effects of workplace violence?
All of this information is important. It can help you understand the scope of the problem so that you can take the proper precautions to protect yourself on the job.
Answer any questions trainees have about the information presented in the previous slides.
Conduct an exercise, if appropriate.
Let’s continue to the next slide and talk about security measures we rely on to help us prevent violence and how you can assist in making sure those measures are effective.



* Understand and comply
with security rules

* Know how to
summon help

* Protect security-
related items

* Keep doors and
windows locked

e Control access to
work areas
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One of the best ways to help prevent workplace violence is to support and follow security measures that have been set up to protect you. 
Make sure you understand and comply with all workplace security rules. Ask security personnel if there’s anything you don’t understand about our security policies, procedures, or equipment.
Know how to summon security or the police quickly in the event of a violent incident or the threat of violence.
Protect your ID badge, keys, access cards, and any other security-related items. Never lend any of these items to anyone—not even a co-worker or friend.
Lock doors and windows that should be locked. Never prop open a security door to the outside to smoke or for any other reason. 
Also, control access to any areas other than public areas such as waiting rooms and public restrooms. Don’t let visitors, clients, or others enter restricted areas or areas where drugs or supplies and equipment are kept without an escort.



* Report security
oroblems

* Report suspicious
iIndividuals or activities

* Don’t have personal
visitors at work

* Keep vehicle doors
locked and windows
rolled up
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Report any malfunctioning security equipment, burned out lights, or other security problems that you notice anywhere in the building or outside.
Report any suspicious individuals or activities inside or outside. Also report any evidence of a security breach to security right away.
Don’t encourage friends and family to visit you at work. If you must meet them during your shift, meet them away from the workplace during your breaks.
Finally, keep vehicle doors locked and windows rolled up all the way while your vehicle is parked in parking areas or when you’re making home visits or otherwise on the road.
Are you familiar with our security policy? Everyone should be. Take the time to get to know about security measures designed to protect your safety on the job.
Review your organization’s security policy and procedures.


Prevention Strategies

* Use the “buddy system”

e Keep in touch with
the office

* Arrange a danger
signal with co-workers

e DISCUSS concerns
with supervisors
and co-workers

* Report threats
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In addition to taking proper security precautions, you should also be prepared to employ a number of key violence prevention strategies. 
For example, use the buddy system when you are in situations or with individuals where your personal safety could be threatened. This is especially advisable for home visits to new patients or clients, with aggressive or disturbed individuals, or in high-crime areas.
If you are outside the facility or office making home visits or otherwise on the road, carry a cell phone and keep in touch with the office. Make sure emergency numbers are on your speed dial.
Arrange a danger signal with co-workers so that you can alert one another of potentially violent situations. 
Discuss any concerns about the potential for violence in regard to any patients, clients, or others with your supervisor and co-workers. Talk to your supervisor if you are concerned about a threatening or potentially violent co-worker.
Be sure to report any threats right away. Threats often lead to violence at a later time. Consider any evidence of any type of weapon in the hands of a co-worker, patient, client, or anyone else as a serious threat, and report it to security immediately.
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Prevention Strategies (cont)

* Limit visitors to permitted hours and areas
* Transfer potentially violent patients
e Stay alert if you feel uncomfortable

* Don’'t meet alone with a potentially
violent person

* Make sure you have a clear escape path
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Limit visitors to permitted hours and areas of the facility. 
Transfer potentially violent patients to more secure settings where they can be properly monitored and handled should violence erupt.
Trust your instincts and keep alert if you feel uncomfortable with anyone.
Don’t meet alone with a potentially violent person—stay with a �co-worker. 
And, make sure you have a clear escape path when dealing with anyone who makes you feel uncomfortable. Don’t let the person get between you and a door to safety.
Are you familiar with our violence prevention policy and procedures? If not, take the opportunity to do so within the next few days. Your safety could depend on your knowledge of our policy and procedures.
Review your organization’s violence prevention policy and procedures.


,/’Look for Signs of

~ Potential Violence
i

* Expressions of anger
or frustration

* Threatening gestures
* Signs of d'_ra“
or alcohol -
* Signs of mental or
emotional disturbance

* Presence of a weapon |
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Always be alert for signals that may indicate violence may occur. For example, watch for:
Expressions of anger or frustration from co-workers, patients, visitors, or clients;
Body language such as threatening gestures;
Signs of drug or alcohol use;
Signs of mental or emotional disturbance; or
The presence of a weapon.
Think about signs of potential violence. There may also be others such as blaming others for problems, holding grudges, and reacting defensively to criticism.
Discuss these and other signs of potential violence. Review incidents that have taken place in your organization and try to identify warning signs that violence was about to occur.


~ Try to Diftuse Potentially
~  Violent Situations '

* Present a calm, ‘
caring attitude

* Don'’t threaten
* Don’t give orders
* Acknowledge feelings

* Avoid aggressive
behavior
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When confronted with a potentially violent person, behave in a way that helps diffuse the situation. For example:
Present a calm, caring attitude. This can help the person relax a little. It gives a potentially violent person space to back down and time to think.
Don’t threaten the person, even if he or she is threatening you. You don’t want to increase the risk by seeming threatening or confrontational with someone who could become violent at any moment. Doing so could precipitate violence rather than defuse it.
Don’t give orders. A person who feels he or she is losing control of the situation may well use violence to regain control.
Acknowledge the person’s feelings. For example, you might say something like, “I know you are frustrated” or “I can see that you’re angry.”
And, avoid any behavior that may be interpreted as aggressive. For example, don’t make any rapid movements, get too close, touch the person, or speak loudly.


§ If You Can'’t
Prevent Violence

* Run away, If possible
e Signal a co-worker

* Back away and put
obstacles between
you and a potential
attacker

© Business & Legal Reportts, Inc. 0809



Presenter
Presentation Notes
Slide Show Notes
When you can’t diffuse the situation quickly, don’t take the risk of prolonging the encounter. It’s likely to turn violent very rapidly. There are several possibilities.
If possible, run away. Don’t try to be a hero. Once you’re safely away, call security for help.
If you can’t safely escape, use your danger signal to warn a nearby co-worker.
If all else fails, back slowly away from the person and try to put obstacles between you to slow the person down—for example, get behind a desk or chair, but don’t block any possible escape routes.
Think about possible strategies you could use to protect yourself in a situation where you are unable to diffuse the potential for violence.
Discuss possible strategies trainees could use to protect themselves when it is impossible to diffuse a violent situation. If your organization has guidelines for employee behavior in these situations, explain them now. 


Sexual Assault

e Stay calm and
consider options

* Try to discourage
attacker

* Keep assessing
the situation

e Don’t resist an
assailant with a
weapon
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If you are the victim of a sexual assault, remember these points:
Do your best to stay calm and consider your options and resources.
You might be able to discourage the attacker by saying that you have a sexually transmitted disease, by throwing up, or by acting crazy.
Keep assessing the situation as it unfolds. If one strategy doesn’t work, try another. Possible options include negotiating, stalling for time, distracting the assailant and fleeing to a safe place, verbal assertiveness, screaming, and physical resistance.
And, don’t resist if the assailant has a weapon.


Sexual Assault cont)

After an assault:

* Go to a safe place
and call police

e Do not shower or
disturb evidence

e Go to the
emergency room

e Call someone to
be with you

* Get counseling
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After an assault:
Go to a safe place and call the police. The sooner you report the crime, the greater the chances your attacker will be caught.
Do not shower, bathe, douche, or destroy any clothing you were wearing. Do not disturb any physical evidence.
Go to the emergency room for medical care.
Call a friend, family member, or co-worker to be with you. You should not be alone.
Finally, contact a rape treatment or crisis center to help you deal with the consequences of the assault.


e

Violence Prevention:
Choose the Best Answer

What should you
do iIf you see a
security problem?

How can you help
prevent violence?

How can you diffuse
violent situations?

What should you do if
you have concerns
about a patient or client?

a
b

o T OO

. Assume security knows

. Report it

. Report threats

. Carry a weapon

Be aggressive
. Be calm and caring

. Talk to supervisor

. Talk to the individual
privately
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Now let’s try a little multiple choice quiz to test your knowledge of the information presented in the previous slides about violence prevention. All you have to do is read each question on the screen and choose the best answer, a or b. Let’s begin.
What should you do if you see a security problem? The correct answer is b, report it.
How can you help prevent violence? The correct answer is a, report threats.
How can you diffuse violent situations? The correct answer is b, be calm and caring.
What should you do if you have concerns about a patient or client becoming violent? The correct answer is a, talk with your supervisor and co-workers.
How did you do? Did you get all the answers right?


Violence Prevention

Do you understand:
* Security measures?

* Violence prevention
strategies?

e Signs of impending
violence?

e How to defuse violent
situations?

e \What to do in case of
sexual assault?

* How to report violence
or threats?
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Before we continue let’s make sure you understand all the information presented in the previous slides. Do you understand:
Security measures to prevent workplace violence?
Violence prevention strategies?
Signs of impending violence?
How to defuse violent situations?
What to do in case of sexual assault?
How to report violence or threats?
It’s important for your safety for you to understand all this information. We hope you will never have to deal with violence on the job, but it’s best to be prepared just in case.
Answer any questions trainees have about the information presented in the previous slides.
Conduct an exercise, if appropriate.
Now let’s continue to the next slide and discuss reporting incidents of violence and threats of violence.





Report All Incidents
And Threats of Violence

A E

* Report incidents and threats right away
* You will be protected

* Explain what happened and who was
iInvolved

* Don’t protect potentially dangerous people
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Make sure you report all incidents and threats of violence right away. 
You will be protected from anyone who has threatened you. 
Explain exactly what happened and who was involved.
Finally, don’t protect potentially dangerous people, no matter who they are.
Are you familiar with the proper procedure for reporting incidents or threats of violence on the job? You should be prepared to promptly report all incidents or threats to the appropriate individuals in the organization.
Discuss procedures for reporting incidents or threats of violence.


"'Cooperate N
" Incident Investigations

Be preparea to:

* Explain what
happenec

* Tell where and
when it happened

* |dentify those involved

e Give names of
withesses
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If you have information about a violent incident on the job, be sure to share what you know with the people investigating the incident. It may be our own security people or the police, or both. Be prepared to explain:
What happened;
Where it happened and when it happened;
Who was involved; and
The names of any other witnesses.



2 KEY POINTS |0 Remembert

B/Workplace violence is a serious safety
problem

B/You must understand risks and keep
alert for danger

B/ Make sure you know security measures
and violence prevention strategies

E/ Be prepared to deal with violent situations
B/ Report any violence or threats

© Business & Legal Repotts, Inc. 0809



Presenter
Presentation Notes
Slide Show Notes
Here are the main points to remember from this session on preventing workplace violence:
Workplace violence is a serious safety problem affecting healthcare and social service workers;
You must understand the risks and keep alert for danger while you work;
Make sure you know security measures and violence prevention strategies;
Be prepared to deal effectively with violent situations; and
Always report any violent incidents or threats on the job.
This concludes the preventing workplace violence training session.
Give trainees the quiz, if appropriate.
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