
 

 

Workplace Aggression and Violence Policy 
 

1.0 Purpose  
 

121 Supports Hunter Pty Ltd is committed to preventing or minimising risk relating to acts of aggression 

and violence from/to participants, staff, volunteers and others. As such, 121 Supports Hunter Pty Ltd 

will not accept anyone into the organisation who displays signs of aggressive or violent behaviour. 

 

2.0 Scope 
 

The policy applies to all staff, management, participants and others.  

 
3.0 Definitions 
 

Term Description  
Aggression: A tendency toward unprovoked offensives; quarrelsome or 

belligerent 
Violence Physical attack on an individual or property by another individual or 

group 
Violent acts For example: 

● threats of violence; 

● threats of a sexual nature; 

● emotional abuse;  

● verbal abuse, in person or over the phone; 

● "ganging up" on an individual by a group. 

 
4.0 Responsibility 
 

● Management is responsible for ensuring policies, procedures, and systems are in place to 

prevent or reduce the risk of aggression/violence. 

● The General Manager is responsible for taking all practical measures to ensure that the 

organisational workplace is safe from the risk of aggression/violence and must take prompt 

remedial action to eliminate aggressive/violent behaviour. Measures taken should include: 

o identifying, assessing and controlling risks of aggression/violence 

o regular consultation with staff and volunteers to review and monitor procedures to 

ensure effectiveness 

o the provision of adequate resources to effectively implement control measures and 

prevention 



 

 

o the provision of adequate and appropriate post-incident support for participants, staff, 

volunteers and others 

o training staff and volunteers to develop the ability to anticipate and manage critical or 

violent incidents. 

● All staff and volunteers must cooperate with this policy to ensure health and safety. 

● Staff and volunteers are to report all aggressive/violent incidents to the General 

Manager/Community Engagement Coordinator who will, in turn, inform the management. 

 

5.0 Procedure 
 

5.1 Participant assessment and conduct 
 

The General Manager/Community Engagement Coordinator is required to minimise 

aggression/violence risks by letting participants know what is expected. Staff involved in the 

participant's initial assessment must be appropriately trained and are required to: 

1. Verify all information received during the initial interview before accepting the participant into 

the organisation. 

2. Make eligibility criteria clear to participants, including providing information that participants who 

display aggressive or violent behaviour will be excluded from 121 Supports Hunter Pty Ltd 

services. 

3. Make the code of behaviour for participants clear, i.e. verbalise the required code of behaviour, 

which includes: 

● participants should act in a manner that respects the rights of other participants, staff, 

volunteers, and persons outside the organisation 

● participants to play their part in helping the organisation provide everyone with safe 

services. 

4. Outline the consequences of failure to comply with the required code of behaviour (i.e. possible 

exclusion from 121 Supports Hunter Pty Ltd services). 

5. Inform participants they have a right to be protected from harm or abuse by other participants, 

staff, volunteers and persons outside the organisation. That action will be taken if this occurs. 

6. Refer participants who need psychiatric treatment, detoxification and drug and alcohol 

rehabilitation to other services as appropriate. 

 

5.2 General Procedures 
 

5.2.1 Controlling violence: 
 

Control procedures should be implemented whenever violence risks are identified and assessed. 

Violence control measures should be: 

● a part of standard workplace procedures and designs 



 

 

● implemented following a review of a violent incident. 

 
5.2.2 Staff and volunteers: 
 
On commencement of service, staff and volunteers must have explained that the organisation will not 

tolerate aggressive or violent behaviour. Any evidence of this behaviour from any participant, carer, 

staff or volunteer will result in appropriate action being taken with every possibility of them being 

requested to leave. 

 

Volunteers who feel threatened should if at all possible, remove themselves from the situation 

immediately and notify the relevant supervisor. If this is not possible, they must notify the police 

immediately and let them handle the situation. Volunteers should not put themselves in danger. 

 
5.2.3 Identifying and assessing the potential for aggression/violence: 
 
The General Manager/Community Engagement Coordinator should attempt to identify where 

aggression/violence may occur and the impact it could have. To achieve this, they need to carry out the 

following on an annual basis: 

● consultation with other staff and volunteers; 

● review of previous Incident Reports where violence was involved. 

 

The organisation must keep records of all Incident Reports to assess the potential for 

aggression/violence. Any aggressive/violent incident (actual or implied) should be checked against 

previous incidents to establish a trend. 

 

5.2.4 Initial assessment interview/home visits: 
 
Before the initial assessment is conducted in a person's home, as much information as possible 

regarding their potential for aggressive/violent behaviour should be obtained. In the event where an 

individual has potential for aggressive or violent behaviour, then one of two decisions must be made: 

a) the individual will be refused service based on the information already received; 

OR 

b) an assessment will be conducted to verify the information conducted with two staff and the 

following procedures strictly adhered to: 

● inform an appropriate person, the address of where they are going and expected 

arrival and return times. An appropriate person is someone who is: 

o available during all working hours; 

o able to monitor departure and return times; and  

o able to respond appropriately if the employee does not meet those expected 

times. 



 

 

● Staff must carry a charged mobile phone. 

● On arrival at a participant's home or at a place that the staff is unfamiliar with, they 

should look around to establish exit points and any potential dangers. If possible, 

there should be two exits from rooms where visits or interviews are conducted. 

● If staff feel concerned for their welfare, they should cease what they are doing and 

immediately leave the premises. 

● Call the police and let them handle the situation if there has been a serious threat. 

Staff/volunteers, under no circumstances are to put themselves in danger. 

● Staff must be contacted if the expected return time is exceeded and set a new return 

time. 

● If the employee is more than half an hour late and cannot be contacted, the police 

should be notified immediately. 

 

5.3 Post-incident procedures 
 

5.3.1 Minor aggression: 
 

Following a minor incident such as a verbal attack; 

● The General Manager is to be alerted immediately. 

● The Brevity App Incident Form must be completed. 

● The parties involved will be individually interviewed by the General Manager. 

● Any staff or volunteer involved should be disciplined as appropriate. 

● Participants will be advised of the consequence of their actions (i.e. possible withdrawal of 

services). 

 
5.3.2 Major aggression/violence: 
 
Following a major aggressive/violent incident, particularly where physical harm has occurred, the 

following procedure must be followed: 

● immediately call the police, and if necessary, the ambulance service 

● alert the General Manager without delay 

● provide first aid and comfort to those who are injured/traumatised 

● leave the scene undisturbed for the police 

● request witnesses to remain until the police arrive, and if this is not possible, obtain their names 

and contact phone numbers, 

● document everything that has occurred on the Brevity App Incident Form  

● provide critical incident stress debriefing and give relief from duties for Staff/volunteers involved  



 

 

● reportable incidents must be reported as per Reportable Incident, Accident and Emergency 

Policy and Procedure 

● An investigation must be carried out (see Reportable Incident, Accident and Emergency Policy 

and Procedure 

● The family of participants, staff and volunteers are contacted by the Director 

 

5.4 General guidelines for dealing with aggression/violence 
 

Staff and volunteers will receive training on how to recognise the possibility of aggression/violence 

occurring and how to respond in the event of verbal and physical attacks. No employee or volunteer is 

expected to physically defend themselves against a violent physical attack, although they can use a 

reasonable force to protect themselves. Staff will complete the Zero Tolerance Etrainu modules online.  

 
5.4.1 Verbal threats 
 
Volunteers being verbally attacked should leave the situation immediately and contact the relevant 

General Manager. Staff who are verbally attacked should: 

● assess the emotional/mental state of the participant (i.e. frustrated, disturbed, under the 

influence of drugs or alcohol); 

● try to accommodate their needs; 

● use assertive, non-aggressive language; 

● assess the potential for the situation to become physically violent; 

● seek the presence of another employee/volunteer if at all possible; 

 

5.4.2 Physical violence 
 
When confronted with physical violence: 

● Do not attempt to physically stop the person by stepping in between them and the 

person/property they are attacking. 

● Do not attempt to restrain anyone unless it is a life-threatening situation and there are no 

other options. 

● Calmly try to reason with anyone attacking others  

● or property and ask them to stop. 

● Ensure that you use soothing words and body language and speak quietly but firmly. 

● If all attempts to diffuse the violence have failed and there is a real threat of physical harm or 

lives at risk, LEAVE IMMEDIATELY AND CALL THE POLICE. 
● Contact the General Manager. 

 

  



 

 

5.4.3 Post Traumatic Stress 
 
Participants, carers, staff and volunteers will be offered counselling following a violent incident. Senior 

Management should be trained in recognising signs of post-traumatic stress syndrome. 

 
5.4.4 Training 
 
All staff and volunteers must attend appropriate training in aggressive behaviour or violent situations. 

 
6.0 Related Documents  
 

● Brevity App Incident Report  

● 121 Incident Investigation Form -Report 

● Work Health and Safety Policy and Procedure 

● Human Resource Management Policy and Procedure  

● Reportable Incident Accident and Emergency Policy and Procedure  

 

7.0 References 
 

● Work Health and Safety Act 2011 

● NDIS (Reportable Incident Management) Rules 2018  


