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SAFER WORKING PRACTICE GUIDANCE FOR THE 
COMMUNITY AND ADULT CARE DIRECTORATE 

 
1. STATEMENT  
 
The Community and Adult Care Directorate recognise that staff are frequently 
in situations where they are at risk of violence or abuse, by the nature of the 
work they do. As an employer, the Directorate is required by law to ensure, so 
far as is reasonably practicable, the health, safety and welfare at work of their 
employees. Staff also have a responsibility to take reasonable precautions to 
safeguard themselves, service users and other members of the public. By 
ensuring that staff have clear information, training and guidance about 
reducing risk and responding to incidents, by supporting managers to develop 
and implement safer working practices, and by supporting staff following an 
incident (see: Post Incident Support Policy ) The Directorate intends to enable 
staff to respond confidently in difficult situations. 
 

2. DEFINITIONS 
 
Work Related Violence: For the purposes of this guidance, the definition of 
work related violence is based on that used by the Health and Safety 
Executive:  “Any incident in which a person is abused, threatened or assaulted 
in circumstances relating to their work”. Health and Safety Executive June 
2009. This includes any racist, sexist or homophobic abuse, which should be 
reported in accordance with existing procedures and also work-related 
incidents, which take place when the staff member is off duty. This includes 
threats to family and property. 
 
Common Assault and Battery: An assault is any intentional or reckless act, 
which causes a person to apprehend immediate unlawful force or personal 
violence. A battery is any intentional or reckless affliction of unlawful force or 
personal violence. A battery, therefore, usually includes as assault and as a 
result the term “assault” tends to be used in a broad sense to cover both 
assault and battery. However, they are separate statutory offences. 
 
Aggravated Assaults: Some assaults are regarded as being of a more 
serious nature and these are specifically catered for in the Offences against 
the Person Act 1861. The more common offences are wounding or causing 
grievous bodily harm with intent, wounding or inflicting grievous bodily harm, 
assault with intent to resist or prevent arrest and assault occasioning actual 
bodily harm. 
 
A person is entitled to use reasonable force to defend themselves, their 
property or another person. In addition, a person may use “such force as is 
reasonable in the circumstances” in the prevention of crime. Provocation does 
not alter the nature of the offence but is allowed for in the sentence. A 

http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
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defendant who pleads self-defence must show that he honestly believed that 
the circumstances were such as required them to use force to defend 
themselves. 
 
Harassment: The additional protection now given by the Protection from 
Harassment Act 1997 should be noted. Conduct which is less than a threat of 
immediate unlawful violence may amount to harassment. A person who 
pursues a course of conduct, which amounts to harassment of another, is in 
general terms guilty of an offence against section 2 of the 1997 Act. That 
person may, in civil proceedings, be liable for damages and be made subject 
to an injunction. Breach of such an injunction is an offence. In addition a 
person whose conduct causes another to fear (on at least two occasions) that 
violence will be used against them is guilty of an offence, and on sentencing a 
Court can make a Restraining Order. 
 
Written Threats and Abuse: Hate mail is usually anonymous, but if it can be 
traced the sender can be prosecuted under the Malicious Communications 
Act 1988. This makes it an offence to send a letter or other article which 
conveys an indecent or grossly offensive message or a threat, or which 
contains information known to be false and the purpose of the letter is to 
cause distress or anxiety. The Criminal Justice and Police Act 2001 has 
expanded the category of communication to include hate telephone calls, e-
mails and text messages. 
 
 

3. SCOPE 
 
This guidance applies to all employees and volunteers working within the 
Community and Adult Care Directorate. This guidance stems applies the Tier 
Two Health and Safety Policy Statement for CACD. Staff and their teams are 
expected to carry out their local risk assessments and approaches, by 
following this guidance, to ensure that their Tier Three assessments and 
localised policies are in place.  
 
 

4. LEGAL CONTEXT 
 

The Health and Safety at Work etc Act 1974: Section 2 sets out a duty of 
care on employers to ensure the health, safety and welfare of their employees 
whilst they are at work. 

The Management of Health and Safety at work Regulations 1999: 
Regulation 3 states that every employer shall make a suitable and sufficient 
assessment of - 

 The risks to the health and safety of his employees to which they are 
exposed whilst they are at work; and  

http://www.gloucestershire.gov.uk/index.cfm?articleid=12176
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 The risks to the health and safety of persons not in his employment 
arising out of or in connection with the conduct by him of his 
undertaking  

 

Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 
1995 (RIDDOR) – Employers must notify the enforcing authority in the event 
of an accident at work to any employee resulting in death, major injury or 
incapacity from normal work for three days or more. (Yes, still the latest).  
 
The Information and Consultation of Employees Regulations 2004 
Employers must inform, and consult with employees in good time on matters 
relating to their health and safety. 
 
This guidance should be read in conjunction with the following corporate and 
national policy documents:  
 

- Community and Adult Care Directorate Policy Statement (2009)  
- Recording Policy (2008) 
- Complaints Policy - Making Experiences Count (2009) 
- Dealing with Complainants who Demonstrate Unreasonable 

Persistence or Unacceptable Behaviour Policy 
- Guidelines on Risk Assessment for Mentally Disordered Offenders 

(2008)  
- Information Sharing and Storage (2007) 
- Sharing Personal and Sensitive Information - A Guide for Staff 
- Corporate Safer Driving Guidance 
- Deprivation of Liberty Safeguards Policy and Procedures  

 

5. KEY GUIDING PRINCIPLES 
 

1. While recognising that violent and abusive incidents will occur from 
time to time, the Community and Adult Care Directorate 
emphasises that staff should not tolerate unacceptable behaviour 
as simply „part of the job‟ nor to accept it as an indication of failure 
on their part. 

 
2. Managers, staff and service users will all be given clear information 

about their responsibilities. 
 

3. Staff will be offered appropriate training in the identification of 
potential problems and the options for responding to them. 

 
4. The Directorate will support managers and staff in establishing safer 

working practices and in implementing them. 
 

5. Personal safety will take priority over the preservation of property or 
money. 

 

http://www.gloucestershire.gov.uk/index.cfm?articleid=12176
http://www.gloucestershire.gov.uk/index.cfm?articleid=2355
http://www.gloucestershire.gov.uk/index.cfm?articleid=15228
http://www.gloucestershire.gov.uk/index.cfm?articleid=15228
http://cps.gov.uk/legal/l_to_o/mentally_disordered_offenders/
http://cps.gov.uk/legal/l_to_o/mentally_disordered_offenders/
http://www.gloucestershire.gov.uk/index.cfm?articleid=2822
http://www.gloucestershire.gov.uk/index.cfm?articleid=12252
http://www.gloucestershire.gov.uk/index.cfm?articleid=17328
http://www.gloucestershire.gov.uk/index.cfm?articleid=92954
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6. Following an incident, support will be available to all staff affected, 
whether directly, as witnesses or by the immediate consequences. 

 
7. Consideration will be given to the needs of all involved, in relation to 

both their safety and well-being at the time and their need for 
support later. 

 
8. In extreme circumstances, and after due warning, it may be 

necessary to reduce or withdraw a service. In some circumstances 
the actions of the service user may constitute a refusal of service so 
advice needs to be sought from Legal and Democratic Services. 

 
9. Restraint will only be used as a last resort, with the minimum force 

necessary and applied for the minimum effective length of time. 
Whenever practicable, only staff who have been trained in its use 
should attempt restraint, but it is recognised that circumstances may 
arise in which staff have no alternative but to act. 

 
Where restraint (physical, environmental, mechanical, electronic etc) is used 
with someone who lacks capacity it should follow a mental capacity 
assessment & best interests decision.  Where this has not been possible 
because of the urgency of the situation the assessment and best interest 
decision should be undertaken and recorded ASAP after the incident.  (see  
multi-agency MCA Policy, Procedure & Guidance  for more detail.  Any 
restraint should be the minimal necessary and proportionate to the situation.  
Chapter 6 of the MCA Code of Practice provides guidance on what would be 
considered legitimate restraint.  

 
6. ROLES AND RESPONSIBILITIES 

 
Good communication is at the heart of service provision for both service user 
and provider, and it is in everyone‟s interests to listen attentively and respond 
politely. 
 

6.1 Service Users Responsibilities 
 
Service Users‟ Rights: 
 

- To be treated politely and honestly and with respect for their 
dignity. 

- To be treated fairly, based on their needs. 
- Not to be discriminated against. 
- To expect an efficient, effective and caring service. 

 
Service Users‟ Responsibilities: 
 

- To provide the information necessary to assess their needs 
properly. 

- To inform providers of any change in their circumstances. 

http://www.gloucestershire.gov.uk/index.cfm?articleid=13038
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- To treat staff with courtesy and respect.  
 

6.2 Staff Responsibilities 

 
Staff are responsible for the following:  
 

- Making an objective assessment of need. 
- Involving service users in decisions about their care. 
- Keeping service users informed of any proposed changes to their 

care. 
 

Staff also have the right to be treated politely, fairly and with respect, and not 
to be discriminated against. 
 
Staff have a responsibility to take reasonable care of themselves, and to 

recognise potential dangers and take positive steps to reduce risk, for 
themselves and for service users in their care. Staff should consider the 
following pointers with regards to their behaviour, the environment, the 
community, and the personal circumstances in which they are working.  
 
Environment 

 
 Know what measures are in place where you work: check out alarm 

systems and procedures, exits and entrances and the location of the 
first aid supplies. 
 

 Share responsibility for their own safety, and bring potential hazards to 
the attention of the appropriate person. 

 

 Make sure that your car and mobile phone are in good working order 
and that electrical and other mechanical equipment is safe to use.  

 

 Check the instructions for use and ensure that faults are reported and 
dealt with. 

 

 If your work takes you into areas which are isolated, poorly lit at night 
or known for high crime rates, arrange to check in, as detailed in the 
arrangements for lone working or work with a colleague. 

 

 If a potentially violent situation occurs, be aware of what might be used 
as a weapon against you, and of possible escape routes. 

 

 Try to maintain a comfortable level of heating and lighting in a building 
that you control. 

 
Self Awareness 
 

 Think about your body language. What messages are you giving? 
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 Think about the tone of your voice and choice of words. Avoid anything, 
which could be seen as sarcastic or patronising. 

 

 Think about what you are wearing. Is it suitable for the task? Does it 
hamper your movement? What signals does it send out? In a 
potentially risky situation, does a scarf or a tie offer an opportunity to an 
assailant? 

 

 Be aware of your own triggers – the things that make you angry or 
upset. 

 
Awareness of Other People 

 
 Take note of their non-verbal signals. 

 

 Be aware of their triggers. 
 

 Try not to crowd people - allow them space. 
 

 Make a realistic estimate of the time you will need to do something and 
don‟t make promises which can‟t be kept, either on your own or 
someone else‟s behalf.  

 

 Be aware of the context of your meeting – are they already angry or 
upset before you meet, and for what reason? 

 

 Listen to them and show them that you are listening. 
 

The Community 

 
 Staff are expected to take all reasonable precautions to ensure their 

own safety, that of any service users they may be accompanying 
outside county council premises, and that of any other members of the 
public who may be affected by their actions. 
 

 Staff are responsible for informing their manager or other designated 
person of their intended destination and estimated time of return when 
leaving their base, and for confirming their return. This should not be 
restricted solely to those occasions when a specific risk has been 
identified. (See the Lone Working Policy ). „In/Out‟ boards must be kept 
up to date. 

 

 Mobile phones and /or personal alarms will be available for staff use 
where appropriate. They must be checked regularly to ensure that they 
are fully operational. 

 

 Gloucestershire Crime Prevention Panel have some further personal 
safety advice on their web pages: Personal Safety Advice. 

 

http://www.gloucestershire.gov.uk/index.cfm?articleid=13054
http://www.gloucestercpp.org.uk/11.html
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6.3 Managers’ Responsibilities 
 
Managers have a responsibility to: 
 

- Ensure that standards are understood and met. 
- Support staff in delivering the service. 
- Investigate incidents. 
- Arrange appropriate support for those involved in an incident. 

 
More specifically, managers have a duty to consider factors such as the 
environment, community and/or personal factors which might affect staff.  
 
The Environment 

 
 The manager is responsible for assessing the risks presented by the 

building they manage- including access, lay-out, furnishings, lighting 
and temperature control - and for taking steps to reduce those risks. 
 

 Access to the building should be controlled and the right of entry 
challenged where appropriate. 

 

 Signs giving directions and information must be clear, understandable 
and easily seen.  

 

 The reception and interview areas must be fitted with alarm systems, 
which must be tested regularly. 

 

 Plans must be in place to explain how to respond to an alarm, and staff 
briefed as to their roles. 

 

 Public areas must be kept clean and tidy and arranged as comfortably 
as possible. Heating and lighting levels should be monitored. 

 

 Emergency exits must be kept clear and accessible. 
 

 It may be useful to display posters in reception areas reminding staff 
and service users of their responsibilities. 

 

 It may be advisable to provide a safe place for visitors to secure dogs, 
other than guide dogs etc, outside the building. 

 

 Protective screens for reception staff should be effective without 
presenting a barrier to communication. 

 

 Reception staff should have enough information to be able to estimate 
how long a service user may have to wait to be seen. 
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 Combining telephone duties with responding to visitors in a busy office 
may lead to higher levels of frustration and an alternative allocation of 
duties may need to be considered. 

 
The Community 
 

 Where a particular risk has been identified, managers should consider 
sending two staff, or arranging a meeting on County Council premises. 

 Where a potential risk has been identified and more than one agency is 
involved, a joint visit may be appropriate and an efficient use of time.  

 

7. PLANNED RESPONSES TO PREDICTABLE SITUATIONS 
 
Incidents involving abuse and/or violence by service users known to staff 
require clear risk assessments of the individual‟s behaviour and a planned 
response as part of their care plan. 

 
It is often possible to predict that someone will react in a challenging way, 
because of what is known about them and their past behaviour or because 
they may be feeling angry, powerless or ignored in their current situation. If 
staff have considered: 
 

- The effect of the environment – location, security and access. 
- The trigger factors specific to the individual 
- The context – nature of the task, likely outcomes.  
- Their own manner and approach 
- The most appropriate strategies for calming that person 
- An agreed plan to respond to them 
- The individuals concerned – indicators of potential or actual risk. 
- History – any previous incidents in similar situations. 
- Any other special circumstances 

 
As part of the care plan, a personal plan should be drawn up which will detail 
the steps to be taken to defuse a potentially violent or abusive situation. It 
must be recorded with the care plan but a copy should be readily available for 
ease of reference, and the plan shared with all involved in their care. The plan 
will also detail the nature of any restraint, which may be used with that person. 
Where restraint is used with someone who lacks capacity it should follow a 
mental capacity assessment & best interests decision.  As with any other 
aspect of the care plan, this should be discussed with the service user, or with 
their carer if this is not practicable. 
 
Where the individual concerned is not in receipt of a service and therefore has 
no formal care plan, but is known to CACD a plan should also be drawn up by 
the staff most likely to be involved, headed by a manager. This should also be 
discussed with the individual where practicable, recorded and readily available 
to reception administrative staff and duty social workers. 
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The seriousness of most incidents may be reduced and many avoided 
altogether. The overall principles described in the Section 1 under Key 
Guiding Principles apply, but the following are particularly relevant in this 
context: 
 

- A commitment to supporting staff and managers both in 
establishing and maintaining safer working practices. 

-  A commitment to providing appropriate training for staff. 
- A commitment to the provision of appropriate support for staff. 
- An awareness of the needs of those who witness an incident, as 

well as those directly involved and those providing support. 
- Attention to the safety and well-being of all involved. 
- The use of physical restraint to be a last resort, and always to be 

kept to the minimum. 
- Where the person lacks capacity the MCA reinforces that any  

restraint should be the minimal necessary and proportionate to the 
situation.  Chapter 6 of the MCA Code of Practice provides 
guidance on what would be considered legitimate restraint. 

 
All teams should keep independent Risk Assessments for their teams, taking 
into account local circumstances and working patterns. 

 
Sharing Information 
 
Information should be shared with due regard to issues of confidentiality and 
data protection, as per the Directorates Information Sharing Policies. Useful 
documents include the Information Sharing and Storage Policy, the Disclosure 
of Information with Third Parties Policy, and the Records Management Policy. 
Within the Directorates staff should ensure that relevant information 
concerning violent or abusive service users is shared appropriately both 
internally and externally with other involved agencies, as per the Sharing of 
Information with Other Agencies where there is Risk of Violence from the 
Service User.  Information should be recorded on ERIC with a warning and 
details given. If service users are known to the Mental Health Service, it is 
expected that care plans and relevant information will be routinely shared. 

 
Areas to Consider when Compiling Risk Assessments Include:  

 

 „Special circumstances‟ may include the most recent events and the 
service user‟s response, the indication of alcohol or substance use, the 
presence of a dog, or any other factors specific to the situation which 
might affect the assessment. 
 

 Agencies must be encouraged to share all relevant information when 
making a referral for a service and protocols agreed where appropriate. 
 

 In making an assessment for residential or day care, actual staffing 
levels and resources must be considered, as well as potential risk to 
other service users. 

http://www.gloucestershire.gov.uk/index.cfm?articleid=2822
http://www.gloucestershire.gov.uk/index.cfm?articleid=2301
http://www.gloucestershire.gov.uk/index.cfm?articleid=2301
http://www.gloucestershire.gov.uk/index.cfm?articleid=2345
http://www.gloucestershire.gov.uk/index.cfm?articleid=17137&detailid=2289&startat=S
http://www.gloucestershire.gov.uk/index.cfm?articleid=17137&detailid=2289&startat=S
http://www.gloucestershire.gov.uk/index.cfm?articleid=17137&detailid=2289&startat=S
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 Managers should make clear assessments of the risks to staff from the 
individuals and groups that they work with. 

 
 Service users should be made aware of the response they can expect 

if they behave in an unacceptable manner and what is meant by 
„unacceptable‟.  
 

 The principal objective of the plan will be to defuse the situation and 
avoid escalation. It will be specific to the individual concerned and their 
particular behaviour. 

 
 
 
The Environment 

 

 It is the responsibility of the manager to assess the risks presented by 
the building itself – access, lay-out, furnishings, lighting and 
temperature control – and to take appropriate action. 
 

 Alarm systems must be accessible and tested regularly. All staff must 
be familiar with the alarms and be given clear instructions on how to 
respond to them. When planning the response to an alarm, the skills 
and training each staff member can offer should be the main 
consideration rather than assumptions based on size and gender. 
 

 If service users are being accompanied on transport or in a public place 
or visited at home, there must be an appropriate assessment of the 
risks this might present. 
 

 Assessment of the risks presented by the building itself should be 
reviewed regularly, and particularly after any alterations or 
improvements. 
 

 The balance between accessibility and safety for reception staff should 
be considered carefully. Obtrusive barriers can be an added source of 
irritation in some circumstances, but staff should not be left vulnerable 
to physical attack, and should have easy access to an alarm. 
 

 When assessing the resources available, only current staffing levels 
and equipment should be considered initially, so that any shortfall 
becomes apparent. 

 
Personal 
 

 Staff making an initial visit should have access to all relevant 
information in order to make a reasoned judgement of any potential 
risk.  
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 In order to make a complete assessment, any history of challenging 
behaviour should be investigated. 
 

 If residential or day care is proposed, it must be established that the 
placement under consideration is appropriately staffed and equipped to 
respond in the event of an incident. Similarly, adequate staffing levels 
for domiciliary services should be considered. 
 

 Any information regarding known triggers must be recorded. 
 

 Staff must be aware of the effect they may have on the situation 
through their verbal and non-verbal communication.  

 
 
Restraint 

 
 The plan will describe the form of restraint to be used with the 

individual, which will be determined by their personal circumstances. 
 

 Only approved methods are permitted, as detailed in training 
programmes. 
 

 Any restraint used will involve minimum force and be applied for the 
minimum length of time. 
 

 Anyone who has been involved in restraint should be checked for signs 
of injury and offered first aid as necessary. 
 

  There may be situations where a form of restraint is used in a 
therapeutic context, for example to prevent a service user harming 
themselves. In such cases, the details must be recorded as part of the 
care plan and reviewed regularly. Where restraint is used with 
someone who lacks capacity it should follow a mental capacity 
assessment & best interests decision.   See the Multi Agency MCA 

policy, procedures and guidance for more detail.  Any restraint should 

be the minimal necessary and proportionate to the situation.  Chapter 6 
of the MCA Code of Practice provides guidance on what would be 
considered legitimate restraint. 
 

 Physical restraint should always be seen as the last resort, where the 
service user, staff member or other people present are at immediate 
risk of injury.  
 

 Whenever practicable, only staff who have been trained in its use 
should attempt restraint, but it is recognised that circumstances may 
arise in which staff have no alternative but to act. 

 
 
 

http://www.gloucestershire.gov.uk/index.cfm?articleid=13038
http://www.gloucestershire.gov.uk/index.cfm?articleid=13038
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Reviews 
 

 The plan should be reviewed informally after each incident. 
 

 The plan must reviewed formally at least once a year, or whenever the 
care plan is reviewed. It may need to be reviewed more frequently if 
circumstances change, or it is seen to be ineffective. 

 

8. AVOIDING CONFLICT AND CONFRONTATION 
 

People who approach the Community and Adult Care Directorate for help or 
who are receiving a service may behave in ways which make it difficult for 
staff to respond as they would wish. It is hard to maintain a calm and 
professional demeanour in the face of anger, threats or abuse, but an 
understanding of why people behave this way and some guidelines for an 
effective response may be helpful. 
 

Understanding Why People Can be Difficult 
 
Most people are situationally difficult: they behave as they do because they 
are under stress and do not have the skills to behave in a more effective way. 
A very few people are personally difficult: they are difficult in most situations 
because they have learnt that it works. 

 
Avoiding Escalation 
 
Rather than attempt to control their behaviour, you need to control your own.  
 
Some key points are: 

- Keep your perspective – know what really matters and what 
doesn‟t. 

- Know your own emotional trigger points. 
- Don‟t personalise the situation or the behaviour of the other 

person. 
- Keep your emotions in check and don‟t let them override your 

judgement. 
- Make rational decisions about how you are going to behave and 

stick to them in spite of strong, emotional feelings to do otherwise. 
- Look for reasonable people in unreasonable situations. 
- If you want the other person to change, change first. 
- Do the unexpected. 
- If it works, do more of the same; if it doesn‟t do something 

different. 
 
In any conflict situation, people are likely to take an entrenched position and 
tell you what they will or won‟t do. In order to move away from this, you need 
to look behind what they are saying to why they are saying it and respond to 
the why rather than the what. 
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Above all, be aware of how you look and sound: 

- Is you stance confrontational or relaxed?  
- Is your tone of voice patronising?  
- Do you look as if you are listening? 

 
 
 
 

Moving On 
 
Check that you have understood their concerns, and establish what it is that 
they want. Is it something you can do something about? Is it something 
anyone else can do something about? At this stage, you will need to use your 
negotiating skills to move the situation on towards an acceptable conclusion. 

 
9. RESPONDING TO A SERIOUS INCIDENT  
 
The Dealing with Complainants who Demonstrate Unreasonable Persistence 
or Unacceptable Behaviour Policy should be applied wherever abuse, threats 
or involvement are involved. The following section provides some guidance on 
the nature of action to be taken, though the above policy provides more 
detailed advice with regards to the involvement of the Complaints Managers. 

 
Abuse 
 

 Staff are not expected to tolerate any form of verbal or written abuse, 
whether sexist, sexual, racist, homophobic, aggressive, threatening or 
in any way discriminatory. 
 

 Staff should make every effort to remain calm and avoid any words or 
actions, which might exacerbate the situation. 

 

 They should indicate that the abuse is unacceptable and, wherever 
possible, why. 
 

 If speaking on the telephone, they should warn the caller politely but 
firmly that they will not continue the conversation at that time unless the 
abuse is stopped, and end the call if necessary. 

 

 In a face to face situation, the same warning should be repeated and 
the interview ended if necessary. 

 

 If the abuse is received via text message or e-mail do not respond but 
save the message noting the time and date received. The line manager 
should be informed and a complaint made, to the police and the Mobile 
Phone Company or Internet provider. Sometimes a failure to respond is 

http://www.gloucestershire.gov.uk/index.cfm?articleid=15228
http://www.gloucestershire.gov.uk/index.cfm?articleid=15228
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enough to stop these contacts because they do not give the sender the 
response they wanted. 

 

Threats 
   

 Threats of violence should not be dismissed, but must be recorded and 
discussed with the line manager. 
 

 The seriousness of the threat should be assessed and the manager 
should discuss ways of reducing the risk. 

 

 If appropriate the matter should be referred to the police for advice or 
possible action. 

 
Violence 
 

 In situations where the individual is known, the procedures in the 
planned response section of this policy will apply. 
 

 Wherever possible, the first step must be to try to defuse the situation 
before it reaches the point of physical attack. Staff should use the skills 
at their disposal – listening, verbal and non-verbal communication and 
negotiation. 

 

 Staff should ensure they have means of escape from the room/building. 
 

 If other service users are in the vicinity, they should be encouraged to 
move away, both for their own safety and as a way of reducing tension. 

 

 Staff must not assume that they can handle the situation alone, and 
help should be summoned by whatever means are available. 

 

 Personal safety takes priority over the preservation of property. 
 

 If possible, any potential weapons should be moved out of reach. 
 

 The breakaway techniques detailed in the training provided are the 
preferred methods of escape from an assailant‟s hold. 

 
 

10. REPORTING AND RECORDING AN INCIDENT 
 

 Incidents must be reported to the line manager as soon as possible, 
and the staff concerned initially debriefed. 
 

 The accident, incident and near miss form should be completed. 
Incidents must be reported on ERIC with the relevant warning attached 
from the drop down list available. 
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 It is important to record all incidents because the cumulative effect of 
repeated minor incidents can be damaging and accurate reporting can 
assist in identifying triggers and so reducing the risk of further 
incidents. 
 

 Information about incidents should be shared with other teams and 
agencies involved, in accordance with established protocols. 
 

 Recording must include staff activity and events leading up to the 
incident, the incident itself, what happened afterwards, and any 
suggestions for future action. 

 
 A record should be made each time the plan is put into practice, 

indicating briefly the context, action taken and the outcome. This will 
inform the review process. 

 
 Individual case recording of an incident is not a substitute for the 

completion of the appropriate reporting forms. These should always be 
used as well in order that the Directorates can monitor the incidence of 
violent or abusive behaviour and to evaluate the effectiveness of the 
policy. The Incident, Accident and Near Miss Form must be completed, 
as part of the Directorate‟s monitoring process. 

 
 

11. TRAINING 

 
Training for staff will be provided according to their roles and responsibilities; 
line managers are responsible for identifying the need for training under their 
responsibilities for health and safety. It should be accessible to all staff and 
participative in style, because of the need to practise many techniques 
involved. 

 
 All new staff have access to basic training as part of the induction 

process. Basic training will focus on recognising potential risks and 
identifying strategies to reduce or avoid them.  
 

 Staff who deal directly with service users or who work alone or in the 
community should also have access to training in „Be Safe, Be Happy‟, 
or for managers in „Introduction to Behaviour Support and 
Management‟. Moving and Handling Courses are also available to 
relevant staff.  
 

 Generic sessions on risk assessment are available through the 
corporate training calendar for principles which more generically 
applied across the council 

 

http://www.gloucestershire.gov.uk/index.cfm?articleid=14941
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 The training offered will be appropriate to the client groups concerned, 
with specialist training for those with learning disabilities and those with 
mental health problems. 
 

 Wherever possible at the specialist level, staff who work together 
should be trained together. 
 

 A number of staff from each establishment will receive training in 
specific approved restraint techniques. 
 

- MCA training should include appropriate use of restraints as Positive 
Behaviour Management (PMB). 
 

 Training for managers will include appropriate de-briefing techniques 
and guidelines for providing support after an incident. 
 

 A database will be maintained of staff who have received training and 
refresher training will be offered at appropriate intervals. 

 
 
Relevant Courses Available: 

 
‘Be Safe Be Happy’ 
 
The above course covers some of the essential elements of Standards 3 and 
6 of the Common Induction Standards and aims to provide essential health 
and safety information and prepare staff to manage their CPD in the future.  
 
Staff will learn to: 
 

 State you and your employer‟s responsibilities for Health & Safety at 
Work. 

  Carry out a basic Hazard Analysis. 

  Discuss the purpose and arrangements for Supervision at work. 

  Demonstrate how you will achieve continuous personal development 
as a worker. 

  State how to recognise and handle stressful situations  
 
 
Introduction to Behaviour Support and Management 
 
The above course supports individuals to identify the reasons and causes for 
and the consequences of their behaviour.  A combination of theory and 
interactive activities are used to support the management of challenging 
behaviour and to de-escalate potentially violent situations. 
 
 
Anticipating and Minimising Conflict Situations 
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This corporate course will be offered to all new staff in the Directorate. It will 
include: 

- The use of diffusion skills and strategies in dealing with conflict, 
anger and aggression. 

- Appropriate responses to conflict situations. 
- A description of the cycle of aggression and violence. 
- An identification of the physical, emotional and cognitive changes, 

which occur in aggression. 
- Legislation 
- How to implement a post-crisis strategy. 
- The importance of recording incidents. 

 
 
 
 
Further relevant courses include: 
 
For useful information and frequently asked questions, refer to the Health and 
Safety Information Page produced by the Safety Health and Environment 
(SHE) Unit. 
 
Refer to the following for advice on identifying health and safety training 
needs, and for the latest Health and Safety Courses available through the 
SHE Unit: Health and Safety Training. 
  

MCA E-Learning:  www.kwango.com/gccmcalogin 

User name 
 

Password 

GCC Glos MCA01 

VIP Sector Glos MCA05 

Other Glos MCA12 

 
12. SUPPORT 
 
Support is not confined to the actions after an incident. The ethos of the 
Directorate should be one where staff feel secure enough to admit to 
anxieties, sure of assistance to address those anxieties, and encouraged to 
learn from incidents rather than focus on feelings of failure. See the Post 
Incident Support Policy for further information.  
 
Suggestions for suitable support include:  
 

 In supervision, staff should be encouraged to identify situations and 
individuals, which cause them anxiety, to examine the reasons for this 
and to discuss ways of approaching the problem.  
 

 Ways of reducing the risk should be explored, including alternative 
ways of working. 

http://www.gloucestershire.gov.uk/index.cfm?articleid=13681
http://www.gloucestershire.gov.uk/index.cfm?articleid=13681
http://www.gloucestershire.gov.uk/index.cfm?articleid=13832
http://www.gloucestershire.gov.uk/index.cfm?articleid=13832
http://www.kwango.com/gccmcalogin
http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
http://www.gloucestershire.gov.uk/index.cfm?articleid=7227
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 Staff should be complete training as part of their induction module and 
then be offered additional training as required. 

 

 Procedures should be reviewed regularly to take account of changing 
circumstances. 

 

 Information about support and counselling services should be freely 
available. 

 

 Service users should also be given the opportunity to discuss such 
anxieties, as part of their care plan and at review. 

 
 

Following an Incident 
 
Information on the support that should be provided can be found in the Post-
Incident Support policy. The Directorate does not support any form of 
harassment and further details on the help and support available through the 
Harassment Network. 
 

Longer Term Support 
 

 Staff who wish to take legal action against an assailant should be 
supported. 
 

 Staff who have acted in good faith according to the key principles will 
have the support of the Directorate in the event of legal action being 
taken against them.  
 

 Information about compensation schemes will be available to all staff. 
(See Section 7). 
 

 Counselling is available through Occupational Health, and may be 
accessed directly by staff or by referral from the line manager. 
 

 Staff should be encouraged to learn from an incident, and to share that 
learning with colleagues. 
 

 The local Victim Support schemes may be a further helpful resource; 
individuals may refer themselves to the service. 

 
Contact numbers:   Cheltenham -01242 577476 

   Gloucester – 01452 506450 
    Stroud – 01453 751488 
    Tewkesbury – 01684 850448 
    Coleford – 01594 810190 

 

http://staffnet/index.cfm?articleid=1630
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13. COMPENSATION SCHEME 

 
Gloucestershire County Council Scheme 

 
Personal Accident Insurance to cover assault has been effected by the 
County Council in respect of all its employees and bona fide volunteers for 
death or injuries occurring during the course of their employment or voluntary 
engagement or whilst travelling between their private residence and place of 
duty. This includes assault occurring as a result of carrying out their duties but 
away from the workplace and outside working hours. 

 
The Criminal Injuries Compensation Scheme 

 
More details on this scheme, which is tariff-based, with standard amounts of 
compensation based on certain injuries according to the set level in which 
they fall. More details can be found via the following web link: The Criminal 
Injuries Compensation Scheme (2008). 
 
 
 

14. MONITORING AND REVIEW 
 
This guidance will be updated in 12 months time from the date of sign off. The 
next review will be due in September 2010.  
 
The SHE Unit are responsible for overseeing and auditing the quality of the 
teams‟ health and safety risk assessments produced by each team.  

 
 
 

 
 

http://www.cica.gov.uk/About-CICA/Latest-News/The-Criminal-Injuries-Compensation-Scheme-2008/
http://www.cica.gov.uk/About-CICA/Latest-News/The-Criminal-Injuries-Compensation-Scheme-2008/

