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During this module, you will be asked some questions to simply provoke thought and test

your current knowledge please have a notepad or supervision workbook to hand to make

notes. Your performance will only be measured by the answers you select when completing
the knowledge test at the end of the module.
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Learning Outcomes

e Understand the importance of reporting and recording

e Know how to control situations through non-physical intervention
e Understand how to implement security measures at work

e Know basic procedures for keeping safe

Complementary Manuals

e Health and Safety

e Risk Assessment

e Safeguarding of Vulnerable Adults

e Equality, Diversity and Equal Opportunities
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Chapter One

Identifying the Threats to Safety at Work
While the emphasis is often placed on prioritizing client safeguarding concerns for care providers, the safety of

employees can sometimes be neglected. The purpose of this manual is to pinpoint potential risks and explore self-
protection strategies.

According to the Health and Safety Executive (HSE), workplace violence is defined as "Any incident in which a person
is abused, threatened, or assaulted in circumstances relating to their work."

During the period of 2006/2007, there were 6404 reported work-related injuries resulting from violence, leading to 4
fatalities, 932 major injuries, and 5468 minor injuries that caused more than 3 days of absence from work.

To address and decrease instances of workplace violence, European employers and trade union organizations
collaborated to emphasize the need for action and provide guidance on effective measures.

This guidance suggests that violence and harassment at work might:

e Harassment can take various forms, including physical, psychological, and/or sexual in nature.

e It can manifest as isolated incidents or as repetitive, systematic patterns of behavior.

e Harassment can occur in different workplace relationships, such as between colleagues, superiors and
subordinates, or even involving third parties like clients, customers, patients, pupils, etc.

e The spectrum of harassment ranges from minor instances of disrespect to severe acts, including criminal offenses,
that may necessitate involvement from public authorities. (Source: Preventing Workplace Harassment and
Violence; HSE et al)

Taking note of the fact that workplace violence should be treated seriously even if it doesn't result in physical harm
is crucial. The HSE definition incorporates threats, while the legal framework provided below encompasses various
aspects like discrimination, harassment, psychological abuse, as well as assaults and aggressive behaviors.

The Health and Safety at Work (etc.) Act (HSWA) 1974
The inaugural legislation to encompass various work and working environments was the Health and Safety at Work

Act. Functioning as a framework or foundational act, it offers broad directives on numerous matters, necessitating
additional legislation to furnish specifics and assign explicit duties for risk management.

Act and employer demand:

e  Furnish you with written guidelines and protocols for safe operations

e Assure the safety and proper maintenance of both your working environment and equipment
e Manage substances with utmost safety precautions

e Deliver essential information, instructions, training, and supervision

e Guarantee access to suitable welfare amenities, such as toilets and drinking water

Instruction and Guideline:

e Adhere to your employer's safe working procedures and any provided training and information while utilizing
equipment and performing assigned tasks.

e Conduct your work in a manner that reasonably safeguards your well-being and that of others.

e Collaborate with your employer regarding health and safety matters.

e Notify the relevant authority or person in case of any health and safety concerns.
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Management of Health and Safety at Work Requlations 1999

Employers, managers, and supervisors are assigned distinct duties by these regulations, encompassing the conduction

of risk assessments and the enforcement of suitable control measures. The primary goal of these risk assessments is
to safeguard not only employees but also individuals potentially impacted by work practices, which may include your
clients or visitors on your premises.

Control measures should include:

e Adequate communication of risks to employees

e Protocols for handling emergencies

e The designation of a qualified individual to aid with health and safety matters
e Supervision of occupational health conditions

Reporting of Injuries Diseases and Dangerous Occurrences Requlations (RIDDOR) 1995

By enabling enforcement agencies to monitor workplace accidents and ill health, the Reporting of Injuries, Diseases,
and Dangerous Occurrences Regulations allow for the identification of common accident types, the correlation
between specific workplaces and types of illness or injury, and the tracking of infection spread. Employers and
managers are obligated to report specific incidents through telephone (limited to fatalities and major incidents) or
online (via www.hse.gov.uk/riddor).

Included in the reportable events are:

¢ Incidents of accidental death

e Accidents leading to more than 7 days of work absence

e Specific diseases/illnesses (a comprehensive list can be found on the RIDDOR website)

¢ Injuries to non-employees necessitating immediate medical attention

e Near misses (instances with potential for serious injury, such as a hoist sling tearing while in use)
e Occurrences like fires or buildings collapsing

e Assailments resulting in reportable injuries.

Equality Act 2010

The purpose of this Act was twofold: to simplify and fortify current laws while also advancing the effort to eradicate

discrimination in British society.

Discrimination takes place when an individual receives less favorable treatment due to a protected characteristic
or when certain conditions are enforced, leading to unfavorable treatment for those possessing a protected
characteristic.

There are currently nine 'protected characteristics' encompassing:

o Age

e Disability

e Gender Reassignment

e Race

e Pregnancy or maternity

e Religion / Belief

e Marriage or civil partnership
e Sex

e Sexual orientation
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The Act not only renders discrimination against individuals illegal but also mandates employers and premises owners
to implement 'reasonable adjustments' to ensure equal access to education, employment, services, and opportunities
for all.

These 'reasonable adjustments' may involve actions such as widening doors to accommodate wheelchairs, enhancing
rest areas to cater to the needs of pregnant or breastfeeding individuals, or providing advocacy services for those with
communication difficulties.

Discrimination takes place when an individual receives less favorable treatment due to possessing a protected
characteristic, or when circumstances are enforced, leading to unfavorable treatment for those with a protected
characteristic.

The Human Rights Act 1998

Human rights legislation serves as a safeguard against actions by public bodies, such as councils and NHS trusts,

aiming to protect every individual. The rights pertinent to this protection are outlined as follows:

e Article 2 — enshrining the right to life.

e Article 3 — ensuring protection from torture or inhuman or degrading treatment.
e Article 5 — affirming the right to liberty and security of person.

e Article 6 — guaranteeing the right to a fair trial.

e Article 8 — safeguarding the protection of private and family life.

e Article 9 — upholding freedom of thought, conscience, and religion.

e Article 10 — preserving freedom of expression.

e Article 14 — assuring freedom from discrimination.

Together, these rights collectively ensure that people are shielded from abuse and undignified treatment, preventing
unnecessary restraints and limitations on their freedom of movement. It also grants individuals the ability to voice
complaints about the treatment they receive and receive support in comprehending and defending their rights.
Moreover, these rights acknowledge the right to maintain a family life, have privacy respected, and the freedom to
practice and express one's religious beliefs.

The Care Quality Commission, in their essential standards of quality and safety, oversees the Health and Social Care
Act 2008.

In relation to the security of premises and grounds, the guidance for meeting outcome 10 (regulation 15)
necessitates care providers to ensure the following:

e They conduct a risk assessment pertaining to unauthorized access, which is relevant to the type of premises, the
services offered, and the characteristics of the individuals using those services. Subsequently, they should
implement and periodically review procedures based on the risk assessment.

e Security arrangements are established to safeguard both the people utilizing the services and others who have
access to the premises and associated grounds.

e Appropriate measures are taken to safeguard the personal belongings of the individuals utilizing the services.

Outcome 20 requires incidents such as assaults to be reported to the CQC.
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Risk Assessment

Just like other factors impacting your well-being and safety in the workplace, the crucial aspect in resolving issues
lies in conducting risk assessments. Your employers should start by engaging in conversations with you, addressing
various areas of concern, such as:

e The security of the premises.

e  Working alone.

e Potential aggression from clients or visitors.

e Times of crisis, for instance, when family members express dissatisfaction with care standards.
e Instances of harassment or bullying among staff members.

Take a moment to jot down some instances when you felt vulnerable while on the job, explaining the situation and
the reasons behind your feelings of being at risk.

Through open communication with employees, employers can discern whether security concerns exist in the
workplace, ensuring workers' constant safety and identifying necessary measures to enhance security.

Risk assessments involve a five-step process:

1. Identify hazards by consulting staff, inspecting premises, and pinpointing areas of risk, such as lone working.
Determine who might be affected and how, with a primary focus on workers, but also considering potential
impacts on clients and visitors.

3. Evaluate risks and establish precautionary measures, taking swift action to reduce higher risks.

Document findings and implement the required measures, ensuring proper communication to relevant parties.

5. Regularly review the assessment and make updates if needed, ensuring the adequacy of control measures.

Being truthful with your employer about safety concerns is essential. Anxiety about personal safety can lead to stress,
a significant cause of work-related illnesses. While some fears may be unfounded, your employer should address them
appropriately.

For instance, you might occasionally have to venture out in the dark, whether for taking out the trash or accessing a
separate laundry building. While the risk of an attack might be minimal, you could still feel vulnerable during such
moments. To alleviate your concerns, your employer could install a security light—a simple and cost-effective measure
that brings peace of mind and enhances your sense of security.
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Chapter Two

Safety Improvement

Improving safety at work offers employers numerous avenues to explore, wherein the specific control measures
implemented hinge on factors like job type, working environment, and colleagues. Nonetheless, employers must
address essential concerns, encompassing the security of premises, lone working, discrimination and harassment, and
staff training.

Care Premises Security
Having security measures in place to prevent unauthorized individuals from accessing care premises is a requirement

of the Care Quality Commission’s essential standards of quality and safety. There are several reasons to remain
vigilant about unfamiliar people:

e Valuable medication and client belongings may attract thieves.

e Confronting intruders could lead to potential attacks.

o Vulnerable clients might be deliberately targeted for assault by certain individuals.
e Arson represents the most common cause of fires in work premises.

Your employer should establish policies for identifying visitors, which all staff members must be familiar with, and they
should also know what actions to take if approached by unknown individuals seeking entry. While providing easy
access to friends and relatives of clients is essential, maintaining security remains equally important.

Control measures may vary based on factors such as whether the location is urban or rural, the surrounding premises,
and the size of the workplace. Security measures might involve the use of cameras, intercom or keypad entry systems,
and gate entry systems to manage vehicle access to the site.

Lone Environment

Care workers often experience physical isolation due to their job demands. Whether they are delivering care
in the community, working solo in a client's room, or covering small premises during nighttime, they might
find themselves disconnected from their colleagues. This situation can pose a potential risk if an incident

arises.

Risks:
Care providers may be exposed to various risks that can jeopardize their safety:

e Serious harm resulting from accidents or medical emergencies involving clients.

e Isolation with individuals under the influence of alcohol or drugs.

e Solitary encounters with people who may exhibit challenging or unpredictable behavior.
e Potential exposure to violence from individuals other than clients.

e Dealing with emergency situations like fallen individuals or fires.

To ensure the well-being of care providers, employers must implement protective policies. Employees must
comprehend the significance of adhering to these policies and remain vigilant about potential dangers.

Safe working practices should be implemented in the following manner:

e Staff whereabouts should be known at all times, and procedures should be in place to verify their safety if they
are not where they are expected to be.

e Maintaining communication is crucial; before going anywhere alone, someone should be informed about the
destination, duration, and what to do in case of any delays.
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e Alarm call bells should be accessible throughout the work premises, and care providers working outside should
carry a mobile phone and a personal alarm for alerting others in case of danger.

e Effective communication is vital when care providers work alone with clients. They should be aware of potential
risks, such as clients under the influence or aggressive family members based on previous visits.

e Care providers should receive training in self-protection to enhance their ability to handle challenging situations.

Important:

Taking an 'it couldn't happen here' stance towards workplace violence is simple; unfortunately, it is equally
uncomplicated to discover instances where caregivers have been fatally attacked by individuals they interacted with
while on duty.

In 2006, a charitable organization faced legal action when a care worker was fatally stabbed by a client she was visiting
at their residence. An inquiry revealed that inadequate information sharing led to the care provider being unaware of
the client's regular drinking habits and escalating erratic behavior.

Similarly, in 2012, another worker lost their life in a residential care home due to a stabbing. In this case, the employers
were prosecuted for their failure to provide training on handling challenging behaviors or understanding the mental
condition of the client in question.

Harassment and Victimization Issue
The Equality Act not only addresses the elimination of discrimination but also encompasses matters pertaining to

harassment and victimization.

Harassment, categorized as either bullying or discriminatory abuse based on protected conditions (refer to Chapter
One), can manifest through written or verbal means, affecting both employees and clients. Some individuals may make
offensive comments or jokes and, despite claiming it was just humor and not intended to offend, the law does not
consider intention as crucial. If the behavior could reasonably be perceived as offensive, it is deemed unacceptable.

Victimization may ensue when someone lodges a complaint or supports another in doing so and subsequently faces
neglect or mistreatment from colleagues or care providers.

Preventing Discrimination, Harassment and Victimization
If you don't work for an extremely small business, your employer ought to have established equality policies and

procedures. These policies will demonstrate their dedication to promoting equality and inclusion and will specify their
approach to addressing instances of discriminatory behavior, harassment, and victimization. Ensuring the protection
of staff and clients from harassment, victimization, or discrimination is of utmost importance.

The following are examples of good practice:

e Instant and efficient response is taken against offensive language and behavior.

e Information and education on equality issues are provided to both staff and clients to enhance their
comprehension.

e C(Clear and well-communicated complaints procedures are implemented, ensuring anonymity to prevent
victimization.

e Employers are required to verify that their job application processes and employment terms avoid direct or
indirect discrimination.

e Promotion and celebration of diversity, equality, and inclusion are encouraged as positive ideals.
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Staff Workshop
To protect staff safety employers must give them the skills necessary to:

a. Empower them to ensure their own safety
b. Address client requirements in a suitable manner

Subsequent sections of the manual will explore methods to safeguard yourself by identifying potential hazards and
devising strategies to handle interactions with others.

When clients and their visitors are not receiving adequate care, the risks posed by them significantly escalate.
Inadequate care can trigger aggressive behaviors.

Poor care practices include:

e Treating people without dignity and compassion, displaying a lack of respect
e Engaging in discriminatory actions

e Leading to feelings of exclusion among clients

e Engaging in abuse and neglect

e Treating clients like children, infantilizing them

e Practicing careless manual handling

e Demonstrating a lack of communication

e Displaying unprofessional behaviors

o Neglecting to care for people's personal property

It is crucial for all employees to competently deliver person-centered care that upholds respect, equality, and dignity.
Clients who feel valued and supported are less likely to exhibit challenging behaviors, and their loved ones are less
prone to aggression when they observe the provision of quality care.

If a person experiences difficulty in fulfilling their partner's or parents' care requirements, it could lead to feelings of
failure and guilt. Consequently, these emotions might make them more receptive to any perceived shortcomings in
the care provided by paid caregivers for their loved ones.

To prove that paid care is the right option, a competent care provider will alleviate these adverse emotions through a
deep comprehension of client requirements and the ability to effectively address them.
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Chapter Three
Self-Protection

While working, you are entitled to a safe environment, and your employer is responsible for taking appropriate and

sufficient measures to minimize risks to reasonable levels. Nevertheless, it's essential to understand that "reasonable
levels" imply some level of risk may still exist, and the control measures involve equipping you with the knowledge
and skills to safeguard your own health and well-being.

Remaining vigilant and trusting your instincts are crucial while at work. If you ever feel unsafe, it's essential to exercise
extra caution and promptly report your concerns to ensure the safety of others. Far too often, following a violent
incident, people express sentiments like "l sensed something was off today" or recount instances of erratic behavior
in the preceding days.

The remainder of this manual revolves around you and focuses on what actions you can take to ensure your safety. It
encompasses advice on enhancing your communication skills, building self-confidence, identifying potential
aggression in others, being assertive, and recognizing the appropriate times to report and document incidents.

Identifying Harm
In the event of encountering aggression within your workplace, the possibility of verbal or physical violence arises.

To prevent harm, there are three fundamental approaches we can adopt:

1. Identification of aggressive behavior and immediate withdrawal of oneself and others from the situation.
2. Skillfully de-escalating the situation, as discussed in Chapter 4.
3. When faced with violence, defend ourselves appropriately.

The ultimate goal is not to "win" through violence at work but to ensure that both parties remain unharmed and
secure. For instance, if confronted by an aggressive client, the objective should not be to harm them but rather to
handle the situation in a manner that guarantees the safety of everyone involved.

Aggression is an inadequate means of expressing anger; it is essential to recognize and acknowledge the emotion of
anger. Clients might exhibit anger due to receiving subpar care, feeling disrespected, or being treated in an undignified
manner. Visitors might become angry if they witness evidence of poor care standards, experience unaddressed
complaints, or are simply having a bad day.

Aggressive actions often arise because individuals perceive it as the best or only way to cope with their
circumstances. Aggression can manifest in different forms:

e Sudden - when someone reacts impulsively due to experiencing pain from rough handling.

e |Irrational - when a person loses self-control, possibly due to frustration from a lack of action or influenced by
alcohol or drugs impairing their inhibitions and judgment.

e Deliberate - if a person realizes that aggression gets them what they want, they may employ it tactically.

Unless aggression is an immediate response to pain or surprise, there are usually warning signs that one can identify
and address. These signs may begin with irritation and gradually intensify, becoming increasingly evident and
uncontrollable. While many individuals manage to restrain themselves from verbal or physical violence, those who
can't may resort to "lashing out" as their aggression peaks.

If you anticipate the possibility of encountering violence in a situation, consider the following precautions:

e Familiarize yourself with exit routes - ensure you have a way to escape if needed and avoid positioning yourself
where someone can block your exits.
e Inform a colleague of your whereabouts and who you will be with - request them to check on you if necessary.
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e Maintain personal boundaries - be mindful of personal space, as different people prefer varying amounts of space
influenced by personality, culture, and the situation. Keeping at least an arm's length away should help maintain
a comfortable environment for everyone.

The following signs may indicate that someone is irritated:

While interacting with an agitated individual, it's important to be vigilant and cautious not to escalate their anger
further. Employ a professional demeanor and actively practice listening skills (refer to Chapter 4).

As the person'’s irritation transforms into anger, their physical and verbal cues intensify, becoming more pronounced.
They might:

e Elevate their voice volume

e Rise from their seat

e Point accusatory fingers

e Maintain unwavering eye contact
e Engage in restless pacing

e Resort to swearing

e  Utilize sarcasm or mimicry

These behaviors may create a sense of being under attack and could be aimed at eliciting a reaction from you. Ensure
you have a safe way to leave the situation, attempt to disregard their behavior, and seek to understand the underlying
reasons for their conduct.

There are individuals who naturally exhibit varying levels of demonstrativeness. Be mindful of cultural and personal
distinctions when engaging with others.

The initial signs of aggression can be intentional, with individuals consciously making decisions. However, as aggression
escalates, control diminishes, actions become more instinctual and primal, and the potential for violence increases.

Warning indicators encompass facial reddening, trembling, shallow breathing, facial tics, shouting (or a menacingly
lowered tone), clenching fists, and tense muscles.

Should the situation escalate to a point of danger, prioritize safety and take measures to protect others present. In
cases of abuse or violence, involving the police may be necessary. Otherwise, allow the individual to calm down before
attempting to re-establish communication.

To combat harassment strategically, workplace violence must never be tolerated. Any incidents should be thoroughly
investigated for the well-being of everyone involved.

Confidence in understanding your rights at work is essential, and standing up for yourself requires action. If facing
bullying or harassment, you might attempt to address the issue with the person involved. Express your feelings calmly
yet firmly.

If resolution proves elusive, or if you find it difficult to take action on your own, your employer should have established
procedures for addressing concerns. Familiarize yourself with these policies and adhere to them. Remember that
fairness is essential in these matters, and your employer will need time to investigate and respond. Expect
confirmation of receiving your complaint and a response timeline, typically within 28 days.
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Your employer's procedure for addressing complaints might resemble the following steps:

e |Initiate a conversation with an appropriate person, such as your manager, to express your concerns.
e If the concerns remain unresolved, request a copy of the complaint’s procedure.

e Clearly and concisely write down your concerns.

e Address the complaint to the relevant person while retaining a copy for your records.

e Allow sufficient time for a response.

e Document all details of any meetings related to the complaint.

There are techniques available to enhance your confidence and self-assurance. We will briefly explore two of them
here, but seeking further information or specialized training may prove beneficial.

Remember that being assertive does not equate to being aggressive. For instance, if a client's relative approaches you
with a complaint based on a misunderstanding, avoid condescension or smugness, even if you possess more
knowledge on the matter.

Rather than focusing on right or wrong, prioritize finding the best resolution for everyone involved. In the mentioned
case, the ideal approach is to convey the truth to the client's relative without belittling or instigating an argument.

When faced with a colleague confronting aggression, exercise caution to avoid undermining them or making the
aggressor feel trapped. In such a scenario, the aggressor might feel threatened and respond violently.

A subtle way to handle the situation could be making your presence known unobtrusively, perhaps by tidying the
room. Alternatively, you could attempt to diffuse tension by offering a drink or simply greeting the individuals
cheerfully.

Creating Strong Personality
If you display a sense of control in a situation, people are less likely to mistreat or take advantage of you. The strategy

of crafting a persona involves recognizing how you exude confidence and then deliberately replicating that demeanor
in difficult circumstances.

For instance, consider the way you speak to your children, the posture you adopt, the impression you convey to others,
and the self-assurance you feel within. When confronted with nerve-wracking situations, like a meeting, you can
envision yourself addressing your children and assuming the appropriate tone, stance, appearance, and emotional
state.

To make this approach effective, consistent effort is required, as it might not suit everyone, but it can be beneficial for
some individuals. Spending a little time each day to practice and prepare for challenges such as public speaking or
interviews is essential.

Grounding
Grounding is a technique used to soothe yourself during moments of nervousness or fear, aiming to boost your

confidence. When feeling panicked, increase your consciousness of your connection with the floor and
regulate your breath to calm down. Engage in deep breathing while either spreading your toes and anchoring
them to the floor or leaning against a sturdy piece of furniture. Though it might seem peculiar, this discreet
approach remains highly potent without others being aware of it.

Self =Defense

The law regarding self-defense can be perplexing; in essence, it permits the use of force, provided it remains
'reasonable and proportionate,' and is taken in the heat of the moment rather than seeking revenge. The challenge
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lies in the absence of a precise legal definition for 'reasonable and proportionate,' putting individuals in the position
of making split-second decisions when faced with danger.

Primarily, prioritizing escape should be your initial defense strategy, as the goal is to ensure safety rather than aiming
to 'win' a confrontation. Nevertheless, situations may arise where sudden violence occurs or others are in jeopardy,
necessitating a response.

If you act on instinct, employing only the minimum force required to escape or protect someone from harm, it is
unlikely that you will be deemed guilty of any offense. While you may undergo an investigation, which can be stressful,
the hope is that authorities will conclude the force used was justifiable.

However, if your intention is to cause harm or seek retribution against the other person, you will be engaging in an
unlawful act.

Reasonable force can be used to safeguard:

e Yourself
e Another individual
e Property

Documentation
All instances of violence must be documented and, if needed, reported to the relevant authorities, such as the police,

HSE, and CQC. Your employer should have incident report forms in place for you to fill out. These reports can be utilized
to inform risk assessments and decrease the likelihood of future violent incidents.

While some incidents may seem inconsequential, particularly those involving verbal abuse or threats without physical
harm, it is crucial to record each event as they can contribute to a larger pattern. Regular victims of verbal abuse may
experience stress, becoming a common cause of workplace ill health. Additionally, repeated instances of abusive
behavior involving different individuals may indicate shortcomings in the care provided.

Even though care providers may feel conflicted about reporting attacks by clients, doing so may become necessary.
Sometimes, individuals may require care that cannot be adequately provided at their current location, or their
condition may worsen, necessitating medical or psychiatric intervention. Proper reporting aids in identifying and
addressing unmet needs.
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Chapter Four

Violence Control
When confronted unexpectedly with an aggressor, your choices often boil down to fleeing or retaliating. Nevertheless,

in a professional setting, effective communication methods offer greater potential to prevent violence entirely. This
can be achieved through either a) avoiding inciting anger in the individual from the outset or b) guiding them back to
reason and rationality if they display signs of aggression. The significance of proficient communication lies in its ability
to prevent misunderstandings and potentially incendiary reactions. Acquiring the skills to express oneself clearly and
demonstrate understanding is essential, as communication entails both active listening and articulate expression.

Communication
Communication involves more than just the words we use; it also heavily relies on body language and tone of voice

to convey emotions, sometimes even contradicting our verbal message. Take these examples:
a. Verbal: "I'm really looking forward to working with you."

Tone: Bright and cheerful

Body language: Open and relaxed

The message conveyed: "I'm genuinely excited about working together."

b. Verbal: "I'm really looking forward to working with you."

Tone: Dull and bored

Body language: No eye contact; arms folded

The message conveyed: "l have to work with you, but | don't really want to."

Maintaining a professional manner is crucial when working, especially with clients. Respect their dignity by avoiding
baby talk or sarcasm, building trust, and creating a comfortable environment for providing personal care.

Visitors should encounter cheerful and caring providers who show genuine interest in their loved ones and take time
to engage with them. Knowledgeable and empathetic staff are essential for fostering trust.

Clients who lack trust in their caregivers may display challenging behavior, including aggression in their language and
actions. Similarly, visitors who experience uncaring staff and indifference to their concerns may resort to aggression
to meet their loved one's needs.

When interacting with colleagues or others at work, ensure you give them your undivided attention. During general
conversations, you can multitask, but when important information needs to be conveyed or significant matters
discussed, follow these tips:

e Reduce background noise to enhance speech clarity, avoiding distractions from television, radios, or chatter.

e Position yourself in a way that makes the other person comfortable, allowing them to see you, giving them
personal space, and matching their level (e.g., sitting or standing).

e Use appropriate touch for comfort, if necessary, but avoid intimate areas.

e Maintain open and friendly facial expressions and posture, refraining from offensive gestures.

e Speak clearly, without slang, swearing, or jargon.

e Show active listening through encouraging words, occasional questions for clarification, and appropriate eye
contact.

MEDICARE TRAINING

OFFICE-01, FIRST FLOOR, 325-331 ILLFORD HIGH ROAD, LONDON IG1 INR UNITED KINGDOM Info@medicaretralning.org.uk


mailto:info@medicaretraining.org.uk

MANUAL FOR SAFETY OF PEOPLE & PREMISES

When dealing with an irritated or angry person, be especially mindful of your words and tone. Show sensitivity to their
feelings and avoid reacting defensively, as this may escalate the situation. Instead, demonstrate genuine interest in
their concerns, which can help defuse their anger.

Always remember that effective communication can promote safety. Seek solutions that prevent harm to anyone
involved, rather than trying to win arguments.

Swearing

The prevailing notion suggests that when engaged in an argument with someone who swears, the immediate request
to cease swearing is a common approach. Some individuals believe that handling swearing involves delivering an
ultimatum, expressing that communication will not continue if swearing persists.

However, responding in this manner can exacerbate the situation due to several reasons:

e The person might view swearing as their preferred mode of expression, leading them to perceive the request as
condescending, implying superiority.

e Swearing may be utilized as a tactic to elicit a reaction from others.

e Enforcing an ultimatum raises the question of how to handle the situation if the swearing persists.

The more effective method to address swearing is often to overlook the offensive language and focus on the
underlying message the person is attempting to convey. By addressing the root cause of their anger, one may find the
swearer refraining naturally.

Nevertheless, if the individual is direct swearing specifically at you, it transforms into a form of abuse, necessitating
an assertive response. It is essential to calmly but firmly communicate to the person that such behavior is
unacceptable. While avoiding threatening to end the conversation, make it explicit that you will not tolerate any form
of abuse.

Rapport-Building

If individuals establish a sense of comfort with the person they are communicating with, the likelihood of them
becoming aggressive decreases. The strategy for preventing aggression involves building a connection with the
potential aggressor, conveying empathy and support.

This technique is known as gaining rapport, employed not only by salespeople to increase earnings but also by us for
our safety.

To establish rapport, employ subtle mirroring techniques and active listening skills. Mirroring involves subtly imitating
the person's posture or tone, which helps them feel more at ease, even if they are unaware of the reason behind it,
as they pick up subconscious cues. Active listening allows you to demonstrate understanding and sympathy towards
their perspective or situation.

There are two crucial points to keep in mind:

1. Subtle and unnoticeable mirroring is essential — avoid shifting positions each time they do, rather, take general
cues from their behavior. For instance, if they exhibit stiffness and formality in their speech and actions, adopt a
similarly stiff and formal demeanor.

2. Itis not necessary to genuinely sympathize with them; it is sufficient to create the appearance of sympathy.

Dealing Tension
When people experience anger, the reactions of those around them can either worsen or ameliorate their emotional

state. Employing certain strategies can assist in diffusing such situations and facilitating composed and logical
conversations.
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To begin, it is crucial to depersonalize your language and refrain from provoking the situation by making the individual
feel targeted. Choose neutralizing your speech since the goal is not to determine who is right or wrong, but to reach a
positive settlement collectively.

To diminish the likelihood of violence, one can employ the following techniques:

e Challenging expectations and invalidating them
e Engaging in unexpected actions

e Easing the release of built-up pressure

e Applying pacing and leading methods

Given that aggressive individuals may be prone to losing control and acting irrationally, these techniques are designed
to foster rational thinking and encourage consideration of their actions.

Strateqgy of Expectation-Dealing

When confronted with an aggressive individual, altering your response can make them reevaluate their expectations.

Instead of appearing nervous or intimidated, projecting confidence forces them to reassess their assumptions. The
crucial aspect of this approach lies in identifying their anticipated reaction and deliberately refraining from complying
with it.

You may follow this up by:

Unexpected Activities

Challenging the person's preconceptions about the anticipated course of the confrontation, one can employ

straightforward tactics such as agreeing when they criticize your job performance. Employing distraction techniques,
like dropping an object, proposing a walk, or spontaneously suggesting coffee, can effectively halt them in their tracks.
It is essential to avoid extreme actions, but it's beneficial to come up with inventive approaches to diffuse tension and
steer the confrontation in a different direction.

Pressure-Control
Frequently, when individuals experience anger, their primary desire is to be taken seriously and heard. Encouraging

them to freely express their anger is likely to result in a relatively brief rant, leading to a subsequent calming of
emotions and increased openness to considering alternative perspectives.

Practice active listening techniques, such as taking notes and permitting them to speak without interruptions initially.
After a few minutes, engage them with relevant questions and demonstrate genuine interest in the matters they bring

up.

Leading and Pacing
In order to achieve success using this technique, the initial step is to establish rapport. If the person is displaying

intense emotions like shouting and pacing, match their intensity by speaking loudly and being on your feet. Once you
feel a connection forming, gradually lower your voice and, after a short period, take a seat. If the person follows suit,
consider it a successful rapport established; if not, it's an indication that more effort is needed to build rapport.

Keep in mind that these methods may not be universally effective in all situations. You must discover approaches to
handle aggressive individuals that resonate with you, and in sudden confrontations, you may need to react
instinctively. If your work involves dealing with potentially physically violent people, additional training in
communication techniques and self-defense would likely be beneficial.
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Conclusion
Employer's risk assessment and staff awareness ensure personal safety at work. Policies, procedures, security systems,

and training should be in place to safeguard staff, clients, and visitors from violent, aggressive, or criminal behavior.

The staff team must collaboratively create a conducive environment where clients receive dignified and respectful
treatment, and issues concerning equality, diversity, and inclusion are acknowledged.

Staff members individually need to remain vigilant to potential threats and aggression, maintaining professionalism

and improving communication skills to foster positive relationships.

Bear in mind, prioritizing safety over being right is essential.
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