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VIOLENCE AND AGGRESSION INCIDENT 

DEBREIF GUIDE FOR MANAGERS


The purpose of this guide is to provide advice and assistance for managers, investigating and monitoring incidents of violence and aggression reported via the SHE Incident Reporting System (SHE). 

Employees must be encouraged to report all incidents, including verbal or written abuse and proportionate and sensitive support should be provided to them following an incident. 

Employees often don’t report because they:

· Think dealing with aggressive customers, service users, pupils or members of the public is part of their day-to-day job

· Think that it will make them look incompetent or at fault for the incident

· Find the reporting process difficult

· Believe that no action will be taken

· Think they will end up with more work or experience stress as a result. 

Following the incident, if reported to the line manager verbally or via email, ensure the employee or delegated SHE inputter, enters the information on the SHE system. If an employee is unsure how to report or needs refresher training, further information including user guides and links to the Learn Pro module can be found on the intranet. 

Incidents of violence and aggression can impact on people in different ways, such as:

· Loss of self confidence

· Insomnia/nightmares/disturbed sleep

· Anger

· Anxiety

· Depression

· Guilt

· Difficulties completing or performing tasks

· Absenteeism

· Fear

· Feeling incompetent

· Increased use of alcohol, caffeine and/or medication

· Varying degrees of stress including Post Traumatic Stress Disorder (PTSD). 

The action required immediately following an incident will depend on the nature of the incident and how it has affected those involved. 

For example, giving the employee the opportunity to discuss an incident of verbal abuse with a line manager or colleague and providing friendly support, may be sufficient. The line manager should record this action in the SHE Incident record.

Actions to prevent a reoccurrence should always be discussed with the employee so that they are given the opportunity to put forward their thoughts on appropriate interventions and controls. 

In the event of a more serious incident, immediate actions would include:

· Ensuring those involved are safe and offered support, e.g. someone sitting with them, or staying on the phone/arranging someone to visit them if they are working alone

· Arranging any medical care that may be required

· Contacting the Police and other agencies as required

· Securing the premises and any evidence

· Being clear on who will take charge of dealing with the incident and related communications

· Giving the employee adequate time to recover from the incident before returning to normal duties

· Providing any further advice which may be necessary

· Ensure investigation and follow-up actions are undertaken 

After the initial/immediate actions, offer employees including those indirectly involved, such as witnesses (including colleagues) the opportunity to talk openly about the incident and how they are feeling with their line manager, or other members of staff as appropriate. 

They may not be ready to talk at the time this is offered, therefore ensure they know they are able to have the discussions at a later date should they wish to. Some people may not want to talk about it at all and if this is the case, record on the SHE system that this support was offered. 

It may take some time for the after effects of the incident to have an impact, so it is important to review incidents with the employee; have regular contact and offer them a safe space to raise any issues they are experiencing. 

Counselling can also be offered via the Employee Counselling Service – which can be arranged by a line manager or via self-referral. Additional or alternative supports can be found via the Support & Wellbeing intranet pages and Wellbeing Support Directory and through the counselling service Vivup. 

If an employee is particularly affected by an incident, it may be beneficial to discuss a review of their working arrangements, e.g. temporarily removing them from public facing duties, restrict contact from certain individuals (redirect them to other colleagues). Any proposed changes should be agreed with the employee and guidance sought from the People team, where appropriate, in order to ensure that they are not being exposed to situations which could trigger a stress response from the previous incident
Risk assessments in relation to violence and aggression within the specific service area should be reviewed and updated following an incident, with additional mitigations put in place as required. Depending on the circumstances surrounding the incident it may also be appropriate for an individual stress risk assessment to be carried out. 

Upon notification via the SHE system, review the details and record any additional actions to mitigate a recurrence or to further protect the employees. 

The employee inputting on SHE should record any known supports for the individual responsible for the incident and record any referrals made to request support they may require. Individual factors, such as disabilities, known mental health issues, etc. should be taken into account when agreeing if any actions are required against the individual. 

Ensure the relevant risk assessments are circulated to all employees and that following receipt, they confirm they have read and understood them. Involve employees in the review of relevant risk assessments, to seek their input on the effectiveness of existing control measures. 

Ensure health, safety and wellbeing are standing items on agendas for team meetings and one to ones and encourage employees to raise any concerns or issues with their line manager.

