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Workplace Violence and Aggression Prevention
Program Introduction
In recent years, the health care sector has witnessed an increase in the occurrence of violence and
aggressive acts towards staff. A steadily growing and somewhat alarming number of articles citing violence,
aggression or harassment towards health care workers continue to depict growing concern of this problem.
According to a report published by Statistics Canada, 34% of nurses working in hospitals or long-term care
facilities reported physical assault from a resident over a one-year period and 47% reported emotional abuse
during that same timeframe. The report also noted that the clinical area of practice made a difference in the
reported incidents, with those working in long-term care and geriatrics reporting the highest at 50%.
Though statistical information is often contingent on many variables, evidence suggests that the risk to health
care workers experiencing violent, aggressive or harassing behaviour is nine times greater than any other
industry. In the continuing care sector, anecdotal evidence also suggests as the population ages and the
continuing care sector continues to grow so will the number of incidents.

Like any other health and safety program initiative, organizationally you should consider the fundamental
health and safey program framework required to provide support to the development and effective
implementation of this comprehensive workplace violence and aggression prevention program. A workplace
violence and aggression prevention program provides both input into and receives output from the following
health and safety program elements:
Management, leadership and
organizational commitment

When management visibly supports and actively participates in
the development, implementation and ongoing monitoring of the
workplace violence and aggression prevention program, they are
demonstrating that workplace violence and aggression is not part
of the job.
Management also sets the tone for workplace violence and
aggression investigations and post-incident response by ensuring
investigations remain focused on finding proactive solutions to
prevent recurrence, identifying appropriate support for all affected
workers and visibly enforcing zero-tolerence.

Hazard identification and
assessment

A workplace violence and aggression prevention program will
help bolster an organization’s current hazard identification
procedures by identifying hazards that, perhaps, were previously
accepted as being part of the job.

Hazard control

A workplace violence and aggression prevention program will
help identify proactive hazard controls specific to preventing
recurrence of workplace violence and aggression.
The program may also help to identify hazard controls that could
contribute to workplace violence and aggression.
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Workplace inspections

A workplace violence and aggression prevention program may
identify work areas that require more frequent inspection due to
the potential for workplace violence and aggression.

Qualifications, orientation and
training

A workplace violence and aggression prevention program
provides guidence on additional educational and/or training
resources an organization may consider providing to their
workers. It may also reveal additional qualification or training
requirements that were not previously considered.

Emergency response

A workplace violence and aggression prevention program may
reveal additional emerency response procedures required to
appropriately respond to workplace violence and aggression
incidents.

Incident investigation

A workplace violence and aggression prevention program
provides guidance on investigating sensitive workplace violence
and aggression incidents.

Program administration

Documenting and tracking workplace violent and aggressive
incidents may reveal other opportunities to improve the health
and safety program.

The objective of CCSA’s Workplace Violence and Aggression Prevention Program is to provide a
comprehensive, multifaceted violence and aggression prevention program to address workplace violence,
harassment and bullying and mental health and wellness in the workplace. This manual lays the foundation
by providing you with a comprehensive framework, which includes risk assessment, intervention, incident
response, post incident support, education, training and resources for the prevention of violence and
aggression in the continuing care environment.
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Program Objectives
The overarching objective is to reduce and manage abuse and violent and aggressive acts committed toward
staff. Specifically the program will:
1. Establish a process for organizations to create baseline measures and an ongoing measures
schedule to evaluate the program effectiveness and identify trends.
2. Increase the level of reporting of workplace violence and harassment.
3. Demonstrate a decrease in incidence of staff abuse.
4. Reduce the severity of staff abuse.
5. Train all workers in violence and aggression intervention techniques.
6. Increase awareness by all members of the violence and aggression and harassment and bullying
issues.
7. Provide post incident training and support for affected staff.
8. Engage staff in a program to create awareness of mental health and wellness in the workplace.
9. Identify the signs and symptoms of mental health issues both on an individual level and at an
organizational level.
10. Implement proactive programs to support healthy minds at work.
11. Implement procedures for dealing with/supporting mental health issues in the workplace.

To support the above outcomes, the goal of this implementation manual is to provide additional resources to
help you consider what should be in place before you begin working through all of the workplace violence
and aggression prevention program elements.
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Planning for Change
We recognize that planning and implementing a comprehensive
workplace violence and aggression program that considers the entire
spectrum of workplace violence and aggression can seem daunting,
particularly when your organization has multiple, competing priorities.
Therefore, tools such as the Plan–Do–Check–Act (PDCA) cycle can
be useful to help your organization break down the various problems
to be solved, decisions to be made and plans to put in place.
The four phases of the PDCA cycle involve:

Act

Plan

Check

Do



Plan: Identifying and analyzing the problem.



Do: Developing and testing a potential solution.



Check: Measuring how effective the test solution was, and analyzing whether it could be improved in
any way.



Act: Implementing the improved solution fully.

This manual (along with the rest of our workplace violence and aggression program resources) is designed to
help you work through the four phases of the PDCA cycle. The first section of this manual “Assessing the
Organization’s Needs” helps you to consider a variety of organizational factors that you should consider
before and during the planning phase. The second section “Implementation Process” provides a six-step
process for continuing to plan what the workplace violence and aggression program looks like for your
organization, developing solutions that are appropriate for your organization and finally, evaluating whether
the solutions your organization choose to implement worked as planned. Ultimately, all of the components of
the workplace violence and aggression program are designed to help you fully implement a comprehensive
workplace violence and aggression program across your organization.
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Assessing the
Organization’s Needs
Workplace Violence and Aggression
Prevention Program
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Is your organization ready for change?
Here’s the scenario: your organization has invested significant amounts of time and dollars into implementing
a comprehensive workplace violence and aggression prevention, harassment and bullying and mental health
and wellness program; you’ve created policy; you’ve trained staff; your organization has been working
feverishly to create safe work practices and procedures. Yet months following the program implementation,
you’ve seen little or no change; and to make matters worse, any initial improvements are now gone. Where
are the expected prevention improvements; and, why weren’t you able to sustain the initial change?

The fact is that within an organization, workplace culture doesn’t just change because of new systems,
processes or education. Workplace culture changes because employees at all levels within the organization
adapt and change too. Anytime change is introduced to a team of employees, a facility or throughout an
entire organization, there are likely to be challenges accompanying the change: barriers that impede the
effectiveness or sustainability of the intended change. This is why managing change is such an important
element of safety improvement that requires dedication on the behalf of the leadership team. Planning well
ahead of the implemented change can mitigate risks to the success and survival of the intended change.

How do you know if your organization is ready for change before you begin?
There are a number organizational readiness and/or change management models that exist today. Most are
based on the premise that change management is a structured approach for ensuring that changes are
thoroughly and smoothly implemented and that the lasting benefits of change are achieved. It is a process by
which numerous activities are in place before, during and after the change to ensure senior-level leadership
commitment, obtaining buy-in from all levels and stakeholders, involvement of the right people in the design
and implementation of change, assessing and addressing how the changes will affect people, communication
about the changes, and preparing people to adapt to the changes by providing information, training and
support.
The following information focuses on the activities your organization should consider before participating in
the workplace violence and aggression prevention program. The follow up activities, accessed via CCSA’s
Organizational Self-Assessment tool, will walk you through program and change management activities
during and after you begin to work on and implement the workplace violence and aggression prevention
program.
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This manual discusses activities centered on the 5 W’s that your organization should consider. Many of the
following activities and recommendations are based on the results of the Workplace Violence and Aggression
Prevention Program Pilot which was conducted in mid-2015.

Who?
As every change or program is different, responsibilities will vary depending on who’s involved and
how things are organized in your organization. Essentially however, management of all levels is
responsible for how effectively the overall program is implemented. The actions taken by executive
leaders, middle managers and frontline supervisors during the planning, implementation and followup stages determine whether or not the program is effectively integrated into the workplace culture
with long lasting effects. But the management team can’t do it alone.
In his book Leading Change, John P. Kotter calls this “Creating a Guiding Coalition.” (Kotter, 2012,
pp. 53-68) Kotter explains there are four key characteristics that seem essential for guiding coalitions:
1. POSITION POWER: Are enough key players on board, especially the main line managers, so
that those left out cannot easily block progress?
2. EXPERTISE: Are the various points of view – in terms of discipline, work experience,
nationality, etc. – relevant to the task at hand adequately represented so that informed,
intelligent decisions will be made?
3. CREDIBILITY: Does the group have enough people with good reputations in the firm so that
its pronouncements will be taken seriously by other employees?
4. LEADERSHIP: Does the group include enough proven leaders to be able to drive the change
process. (Kotter, 2012, p. 59)

This means before partaking in this comprehensive workplace violence and aggression prevention
program, you should consider ‘who’ to involve in the planning, implementation and follow-up stages.
This may include both internal (i.e. OHS committee members, workers, Human Resources, etc.) and
external stakeholders (i.e. union representatives, families, residents, etc.) in addition to the (or key
members) management team.

Why?
You are encouraged to reflect upon what you perceive to be your organization’s most significant
workplace violence and aggression, harassment and bullying and mental health and wellness
challenges or opportunities for improvement. In essence, you and your team will need to answer the
question “What do you want to achieve by participating in the Workplace Violence and Aggression
Prevention Program?” and develop objectives for what your organization plans to achieve by
partaking in the program.
When reflecting on why you are taking part in the program, you may be worried that participating in
the program may result in more work than you are prepared to handle. You may also be worried
about whether or not the initial increased number of reports is a result of the workshops and inservices opening a can of worms amongst your staff. However, it is important to recognize that this
was not the experience of the organizations that participated in the pilot of this program. This is the
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reason it so important to reflect on why your organization is choosing to participate, then
communicate your objectives to all staff so they are aware of why your organization is choosing to
partake in the program.

What?
There are a number of activities that are required when planning, implementing and monitoring a
change or program. However, the first place many organizations start is staff training. Although
training is a key element in the implementation of a change or program, there are a number of other
activities you should consider before staff is trained.
1. The Basics:
o

Review existing health and safety policy & procedure - without adequate policy and
procedure workers still won’t know what their responsibilities are in your organization
even if they have an awareness of what they are typically supposed to do.


For example


Does the existing reporting procedure clearly outline how workers
are to report bullying in their facility when the bully is their manager
or supervisor?

o

Determine how you will advise all staff about new/revised workplace violence and
aggression prevention, harassment and bullying and mental health and wellness
policy & procedures. Consider creating a communication plan to ensure all staff
across the organization receives the same information.

o

Consider starting with a review of the health and safety management system (HSMS)
foundational activities first, as this ensures the basic safety program elements are in
place and functioning as expected.


For example


Are the hazard assessments current for all roles and tasks in the
organization?

o

Ensure managers & supervisors are prepared to coach their staff on the new policy
and procedures.

o

Consider a staged-approach for each workplace violence and aggression prevention
program component. This means instead of spreading time and resources among
multiple activities required for each program component, you are able to focus on the
planning, completion and follow up of all of the activities for one program component
before moving on to the next component. This approach allows you to focus on a set
of activities and to learn what works well, and what doesn’t work well, so you can
adjust the implementation for the next program.


For example


Your organization may decide to begin with the activities required to
plan, implement and follow up on Harassment and Bullying first.
When all of the Harassment and Bullying activities are complete, you
may then decide to work on the Mental Health and Wellness
activities.
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How do you decide which program component to start with? You may
already have an idea based on recent incident reports, but if you are unsure
consider using the following:


Worker Safety Perception Survey



Workplace Violence and Aggression Survey



Focus groups

2. Resources:
o

o

Does the organization have an existing Employee Assistance Program (EAP) or
Employee and Family Assistance Program (EFAP)? If so, what services does it
include?


Is all staff aware of the existing program? If not, create a communication plan
to ensure all staff is aware of the existing program, the services the program
provides and how to access the program.



Is the EAP or EFAP aware of your efforts to increase awareness of
workplace violence and aggression prevention, harassment and bullying and
mental health and wellness? Are they ready to handle the potential increased
number of requests for assistance?

Consider creating a list of available external resources in the area, including nontraditional resources such as workplace diversity workshops, mental health and
wellness consultants, etc.

3. CCSA Organization Self-Assessment Tool
o

The CCSA Organization Self-Assessment Tool is an electronic assessment device
meant to help organizations determine where they are at in the development of their
health and safety management system, specifically in regard to their violence and
aggression prevention program.

o

The tool provides users with an action plan, relevant tools and resources, along with
a high level summary report and an executive report upon completion.

o

The tool consists of four different assessments which represent the program
components:
1) HSMS Foundational Assessment
2) Mental Health and Wellness
3) Violence and Aggression Assessment
4) Harassment and Bullying Assessment

o

Before you access the Self-Assessment Tool consider the following:


Who will manage the tool? Will you assign this responsibility to one person or
will you have multiple users?


If one person, does he/she have all the information they need to
complete the tool for the entire organization or facility? If not, how will
they get the information they need to accurately complete the tool?
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If multiple users, will you have one person who holds overall
responsibility including following up with each user to ensure their
assessments are completed as planned? Who will set up each user?

Although each assessment does not take a significant amount of time to
complete, you should consider how long it takes to complete each
assessment, implement each item on the action plans, review the tools and
resources available for each action plan item and follow up to ensure action
items were implemented and are working as planned.

4. Training
o

To ensure the training your staff receives is effectively transferred to the workplace,
the workplace violence and aggression project revealed two important
considerations:


Before training your staff, ensure all managers and supervisors attend the
Harassment and Bullying, Worker-to-worker and Mental Health and Wellness
Manager and Supervisor 1-day Workshop.



Consider also having all managers and supervisors attend each of the
workshops and in-services that will be offered to staff:


Understanding and Managing Workplace Violence and Aggression
4-hour workshop



Harassment and Bullying 1-hour In-service



Mental Health and Wellness 30-minute In-service

When?
The planning, implementation and follow up stages of a comprehensive program such as this require
a significant contribution of time and resources to complete vital activities effectively and efficiently.
Therefore, before you start the program you should consider the following:


Are there competing priorities (i.e. other projects or programs, other mandatory activities,
etc.) that will affect how much time senior management or the management team in general
can commit to the program? If so, consider how to divide and conquer using a “Responsibility
Assignment Matrix” tool such as RACI (Responsible, Accountable, Consulted and Informed;
http://project-management.com/understanding-responsibility-assignment-matrix-raci-matrix/)
to help the management team effectively lead each change or program without sacrificing
one.



Is there a better time of year to begin? For example, do you have a number of audits to
complete in the last half of the year? If so, perhaps start the program in the first half of the
year.



Will you be able to pull staff off of the floor to attend training? If not, is there a better time of
year when staffing may not be as much of a risk?



Do the management team and/or Human Resources have sufficient time to develop,
implement and monitor compliance with additional policy and procedures?



Initially there may be increased reporting - does the management team have enough time to
properly and thoroughly investigate new reports?
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At the end of the day you may decide “how can you not afford to participate”; however, it is important
to understand these time and resource risks before you begin the program. Otherwise they may
derail the program or, at a minimum, slow down the progress you would like to make.

Where?
As mentioned, implementing a comprehensive program such as the workplace violence and
aggression prevention program will require a significant contribution of time and resources. Therefore,
in addition to answering the question of ‘when’, you should also consider ‘where’ to implement the
program in your organization.


This could mean instead of attempting to implement the program across the entire
organization at the same time, consider a staged-approach which will allow you to focus time
and resources on one facility at a time.

How?
Finally, before you begin the program, consider whether or not your organization requires additional
support to complete the planning, implementation and follow up activities. The CCSA offers two
options to organizations:




Limited support (Self-Support)
o

Your organization can choose to complete all of the workplace violence and
aggression prevention program activities on your own.

o

This would include completing the Self-Assessment Tool, completing the action plan
items, accessing resources and tools provided with the action plan and requesting
access to the individual workshops and in-services that accompany the program as
needed.

o

CCSA would deliver the individual workshops and in-services based on availability
and would provide some assistance for the Self-Assessment Tool on a request basis.

Full support (CCSA Support)
o

Your organization can also choose to complete all of the workplace violence and
aggression prevention program activities in collaboration with the CCSA.

o

You would still be responsible for completing all of the required activities, including
the Self-Assessment Tool, action plan items, etc.; however, the CCSA would be
available to provide assistance on a regular basis.

o

Additionally, your organization would commit to training all managers, supervisors
and staff on the individual workshops and in-services which would be delivered by
the CCSA. Training would be scheduled in advance in collaboration between your
organization and the CCSA.
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Implementation Process
Workplace Violence and Aggression
Prevention Program
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Where do you start?
Prevention is preferable to intervention. This is no easy accomplishment given the varied dimensions, types
and sources of violence, aggression and harassment at the workplace. So, what can your organization do to
create an environment that discourages all forms of violence, aggression and harassment?

Step 1: Management commitment
No matter the organization, leaders at every level of the organization are paramount to the success of any
health and safety program initiative. Acknowledging the value of a safe, healthy and violence-free workplace,
and ensuring and demonstrating equal commitment to the health and safety of workers and residents is an
important first step.
Based on the six components of the “Management Leadership & Organizational Commitment” element in a
health and safety management system, the following are the key components of management commitment to
the workplace violence and aggression prevention program:
Workplace Violence and Aggression Policy - mandates the organization's commitment to maintaining a healthy and
safe workplace that is focused on ensuring all staff are protected from all types of workplace violence and
aggression. It also sets the tone that "violence and aggression is not part of the job."
Roles and Responsibilities at all levels of the organization - for the workplace violence and aggression prevention
program to achieve desired results, assign responsibility and authority for the various aspects of the workplace
violence prevention program to ensure that all managers and supervisors understand their obligations.
Accountability and Monitoring - ensure compliance of roles and responsibilities, systems monitored and
accountability performance measures in place. Maintain a system of accountability for involved managers,
supervisors and workers.
Manager Involvement - management commitment brings the workplace violence and aggression prevention
program to life as managers ensure the policy is followed and all employees are actively participating in the
program.
Worker Involvement - worker involvement is essential as workers bring new perspectives to the program and can
report valuable issues and problem solving ideas respective to their positions.

Resource Allocation - ensure allocation of resources to the workplace violence and aggression prevention program
as you would any other operational or health and safety management system. Resource needs often go beyond
financial needs to include access to information, personnel, time, training, tools or equipment.
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Step 2: Assess Foundational Health and Safety Program Elements
To manage the issue of workplace violence and aggression, you must first assess the extent to which
foundational health and safety program elements include workplace violence and aggression considerations.
To accomplish this, you should review various features of your organization’s existing health and safety
program including:


Management commitment



Occupational Health and Safety Policy



Hazard assessment process



Workplace inspection process



Joint OHS Committee procedures



Incident reporting procedures



Incident investigation process



Monitoring and continuous improvement process

Step 3: Assess the Specific Workplace Violence and Aggression Program
Components
To manage the issue of workplace violence and aggression, you may also wish to determine the nature and
extent of an individual program component specific to your organization or facility rather than working to
implement all components of the workplace violence and aggression prevention program at the same time.
For example, you may decide to focus on the issue of harassment and bullying to understand the nature and
extent of the problem specific to your organization or facility before you focus on the issue of workplace
violence and aggression.
To accomplish this, you should consider a number of factors, which include the workers, the sources of
violence and aggression, work processes and the physical environment and the level of organizational
commitment towards the prevention of workplace violence and harassment. Within each of these factors are a
number of variables which, when analyzed, will identify:


any components within the environment that may enhance opportunities for violence and aggression,



those individuals or department potentially at highest risk, and



the need for effective controls.
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Step 4: Implement the Action Plan
The next step to create an environment that discourages all
forms of violence, aggression and harassment is to implement
the action plan with objectives and specific, measureable,
achievable, responsible and time-bound (S.M.A.R.T.) goals.
Action plans are simple lists of all of the tasks that you need to finish to meet an objective. They differ from
To-Do Lists in that they focus on the achievement of a single goal.
Action plans are useful because they give you a framework for thinking about how you'll complete a project
efficiently. They help you finish activities in a sensible order, and they help you ensure that you don't miss any
key steps. Also, because you can see each task laid out, you can quickly decide which tasks you'll delegate
or outsource and which tasks you may be able to ignore.
Fortunately, CCSA’s Organization Self-Assessment Tool will create an action plan. The action plan is
designed to help your organization address the areas for improvement based on your responses to the each
of the self-assessment questions.

Step 5: Monitor the Workplace Violence and Aggression Program
Monitoring of the Workplace Violence and Aggression Prevention Program is necessary to determine its
overall effectiveness and to identify any deficiencies or changes that are required.
Accurate records of injuries, illnesses, incidents, assaults, hazards, corrective actions, resident histories and
training can help employers:


determine the severity of problems;



identify any developing trends or patterns in particular locations, jobs or departments;



evaluate methods of hazard control;



identify training needs and



develop solutions for an effective program.

Key records include:


Medical reports of work injury, workers’ compensation reports and supervisors’ reports for each
recorded assault. These records should describe the type of assault, such as an unprovoked sudden
attack or altercation, who was assaulted and all other circumstances of the incident. The records
should include a description of the environment or location, lost work time that resulted and the nature
of injuries sustained. These medical records are confidential documents and should be kept in a
locked location under the direct responsibility of management.



Incident Records including incidents of abuse, reports conducted by security personnel (if applicable),
verbal attacks or aggressive behavior that may be threatening such as pushing or shouting, and acts
of aggression toward other residents. This information may be part of a workplace violence and
aggression incident report. Ensure that the affected department evaluates these records routinely.
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Information on residents with a history of past violence, drug abuse or criminal activity recorded on
the resident’s chart or record. Anyone who cares for a potentially aggressive or abusive resident
should be aware of the person’s background and history, including triggers and de-escalation
responses. Log the admission of violent residents to help determine potential risks. Log violent events
on residents’ charts and flagged charts.



Documentation of minutes of safety meetings, records of hazard analyses and corrective actions
recommended and taken.



Records of all training programs, attendees and qualifications of trainers.

Step 6: Evaluate and Continuously Improve
As part of your overall program, you should include a process for evaluating and continuously improving
health and safety measures. Top management should review the program regularly and with each incident, to
evaluate its success. Responsible parties (including managers, supervisors and employees) should reevaluate policies and procedures on a regular basis to identify deficiencies and take corrective action.
Management should share workplace violence and aggression prevention program evaluation reports with all
workers. Discuss any changes in the program at regular meetings of the health and safety committee or other
employee groups.
All reports should protect worker and resident confidentiality either by presenting only aggregate data or by
removing personal identifiers if individual data are used.
Processes involved in an evaluation include:


establishing a uniform violence reporting system and regular review of reports;



reviewing reports and minutes from staff meetings on health and safety issues;



analyzing trends and rates in illnesses, injuries or fatalities caused by violence and aggression
relative to initial or “baseline” rates;



measuring improvement based on lowering the frequency and severity of workplace violence and
aggression;



keeping up-to-date records of administrative and work practice changes to prevent workplace
violence and aggression to evaluate how well they work;



surveying workers before and after making job or worksite changes or installing health and safety
measures or new systems to determine their effectiveness;



tracking recommendations through to completion;



keeping abreast of new strategies available to prevent and respond to violence and aggression in
healthcare as they develop;



surveying workers periodically to learn if they experience aggressive situations in performing their
jobs;



complying with legal requirements for recording and reporting injuries, illnesses and fatalities; and



perhaps, requesting periodic law enforcement or outside consultant review of the worksite for
recommendations on improving worker health and safety.
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Appendix 1: Definitions
Accident

An undesired event that results in physical harm to a person or damage
to property.

Audit

The evaluation of the effectiveness of a safety program.

Competent Worker

An adequately qualified, suitably trained person with sufficient experience
to safely perform work with or without supervision.

Continuous Improvement

Always striving to innovate, implement and improve on current conditions.

Contractor

An individual, or employer, hired under contract to provide materials or
services to another individual or employer. (Includes subcontractors).

Critical

Possesses a high potential for serious loss or injury.

Designated Person

A competent person identified by the employer, or by the employer’s
representative, to perform specified jobs or tasks.

Direct Cause

Unsafe acts and unsafe conditions, which contribute in a chain of events
leading to an accident.

Hazard

A situation, condition or thing that may be dangerous to the health and
safety of workers.

Hazard Assessment

Functions, steps and criteria for the design and plan of work, which
identify hazards, provide measure to reduce the probability and severity
potential, identify residual risks and provide alternative methods of hazard
control.

Hazard Control

Method used to eliminate or control loss.

I.D.L.H.

Immediately Dangerous to Life and Health.

Identified

To recognize as being shown to be a known, described or claimed thing.

Imminent Danger

A danger, which is not normal for that occupation, or a danger under
which a person engaged in that occupation would not normally carry out
in his work.

Incident

An unplanned, undesired event that results in injury or illness, damage to
property, equipment, and/or the environment, or could have resulted in
one of these effects (near misses).

Indirect Cause

The reason for the existence of lack of recognition of unsafe acts and/or
unsafe conditions.
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Injury

Effects of an accident to a person.

Inspection

The identification of deviations from a safety program.

Job Inventory

A comprehensive list of jobs and tasks produced from a systematic
review of all jobs and tasks in the work area.

Legislation

Provincial or federal government standards in the form of written acts and
regulations.

Loss

Injury to persons: physical, emotional, property or equipment damage,
direct and indirect costs. E.g. Claims costs, downtime, retraining,
investigation costs, emergency response costs, insurance, production
loss, repair or replacement of property or equipment, legal costs.

MSDS

Material Safety Data Sheet.

Near Miss

An undesired event that, under slightly different circumstances, could
have resulted in personal harm, property damage or loss.

Noise Exposed Worker

A worker exposed to noise or impulse noise above the Occupational
Exposure Limits (OEL) prescribed in Occupational Health and Safety
Code.

PPE

Personal Protective Equipment.

Prime Contractor

The contractor, employer, or other person who enters into an agreement
with the owner of the work site to be the prime contractor or if no
agreement has been made or if no agreement is in force the owner of the
work site (2 or more employers involved in work at the work site).

Problem

Deviation from a standard.

Qualified Person

A person who, by possession of a recognized degree or certificate of
professional standing, or who by extensive knowledge, training, and
experience, has successfully demonstrated the ability to solve or resolve
problems relating to the subject matter and work or to perform a specified
task or job safely and correctly.

Risk

The chance that a hazard will result in an accident with definable
consequences during a period of activity.

Root Causes

The underlying or basic factors that contribute to the direct cause of an
accident or incident.

RPE

Respiratory Protective Equipment.
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Safe Work Practice

A written set of guidelines that establish a standard of performance for an
activity.

Safe Work Procedure

A written, step-by-step instruction of how to perform a task from
beginning to end.

Safety Rule

A single step to control loss developed by the company.

Senior Manager

The person with the authority to establish policies for the business
concern. They usually do not directly supervise frontline employees but
are responsible for decision making, policy making, financial matters,
planning, etc.

Shall

Used to indicate the imperative that something is compulsory, obligatory
or necessary (The employer shall ensure…).

Unsafe Act

Inappropriate action taken by a person that could result in loss.

Unsafe Condition

A condition that exists that could result in loss.

WHMIS

Workplace Hazardous Materials Information System.

2015 Workplace Violence and Aggression Program
23

Appendix 2: Tools and Resources
Sample Risk Factors Checklist
Use this tool to identify the risk factors that affect your workplace.
Review the following risk factors associated with violence in the workplace. Take these risk factors into
consideration when planning strategies to eliminate or minimize incidents of violence. Check off each risk
factor that is relevant to your workplace. Summarize your comments in the space provided.
Risk Factors

Yes

No

Don’t
Know

1. What characteristics of the worker’s occupation might increase risk?
a) Occupation involves physical contact with residents,
particularly frequent or prolonged.
b) Occupation involves conducting staff performance appraisals.
c) Dealing with the public, visitors, contractors, couriers (e.g.,
who may be under the influence of alcohol or drugs)
d) Communicating changes in policies that may negatively impact
residents.
e) Dispensing drugs.
f)

Working alone (out of sight and hearing of other employees).

g) Working at night or during early morning hours.
h) Working in residents’ private residences.
i)

Implementing infection control functions (e.g., unit closures)

j)

Performing security functions (e.g., working with people who
have assaulted others)

k) Occupation involves traveling among multiple worksites.
l)

Occupation involves running errands/transporting residents.

m) Occupation involves handling cash.
n) Occupation involves carrying cash.
o) Occupation involves dealing with people’s finances.
p) Occupation involves staying in hotels.
q) Other (please specify)
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Comments

Risk Factors

Yes

No

Don’t
Know

2. What resident characteristics might be risk factors in your workplace?
a) Medications
b) Substance abuse
c) History of violence

(i.e., there has been physical aggression/assault by the
resident or others in the facility. This may include a history of
aggressive behaviour or an actual incident, there has been
verbal abuse (intimidating remarks/threats) directed toward
staff or other employees and/or there has been sexually
inappropriate behaviours (verbal or physical)
d) Mental or physical illness, injury or condition
e) Experienced a change in health status
f)

Sensitivity to disruptive events

g) Recollection of previous exposure to people, circumstances or
events that incite aggression and violence
h) Difficulty in communicating
i)

Evidence of criminal activity/gang membership (including any
indication of drug or substance abuse in the facility)

j)

There is a presence or suspected presence of weapons (may
be observed by staff or implied by resident)

k) Other (please specify)

2015 Workplace Violence and Aggression Program
25

Comments

Risk Factors

Yes

No

Don’t
Know

3. What aspects of the workplace environment might increase the risk of incidents of violence?
a) An environment or work setting that is not appropriate for the
resident’s needs and challenges of care.
b) An environment or work setting where the staffing level is not
appropriate to address the residents’ needs and challenges of
care.
c) An environment or work setting where the appropriate
equipment is not available to address the residents’ needs and
challenges of care.
d) An environment or work setting where staff have high levels of
stress and fatigue.
e) An environment or work setting that is experiencing intense
organizational change.
f)

An environment or work setting where inadequate information
is received through the assessment process or from
transferring agencies regarding the resident’s violence-related
information/risk factors.

g) Staff who stay behind after regular office hours, or use
weekends to catch up on work.
h) Staff who carry out duties on a locked unit.
i)

Interconnected buildings and shared premises that may allow
members of the public uncontrolled access to, or increased
movement between facilities.

j)

Work location in a high-crime neighbourhood.

k) Evidence of gang activity (may include large gatherings of
people where staff feels intimidated or perceives as a threat).
l)

Evidence of illegal activities in the building or nearby homes.
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m) Work location in an isolated area (may apply to rural homes in
which isolation can be a safety risk. May be urban homes that
are isolated from other occupied homes or have isolated
entrances that are sheltered from public view)
n) Young and/or inexperienced workers or those who have not
had adequate training in violence prevention.
o) No or non-functioning security system or elevator in the
building – applicable to apartments or condominiums.
p) No on-site building manager (tenant behaviour that is not
monitored could potentially lead to increased safety risk for
caregivers entering that building).
q) Parking (parking situations that may make it difficult to safely
access the facility and return to vehicle. This includes parking
underground, in back alleys, areas of poor lighting, near snow
banks or other obstructions, busy roads and parking several
blocks from the facility.)
r)

Inadequate lighting: consider both inside and entrance of the
house or building

s) Other (specify)

Comments

Source: Workplace Violence ARC/RRC Risk Assessment Guide, 2008,
http://novascotia.ca/lae/healthandsafety/docs/WorkplaceViolence-ARC-RRC-RiskAssessmentGuide.pdf
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Sample Worker Survey on Violence in the Workplace
Use this tool to obtain staff input.
Alberta OHS defines violence as “threats, including a threatening statement or threatening behaviour that
gives an employee reasonable cause to believe that the employee is at risk of physical injury, conduct or
attempted conduct of a person that endangers the physical health or physical safety of an employee.”
This survey can help determine what work-related conditions in your job may place you at risk of
workplace violence. This survey is an important part of the violence prevention program, which is aimed
at preventing, or at the very least minimizing the impact of violent incidents and aggression in your
workplace.
You do not have to give your name or other information that could identify you. Answer the question or
circle the appropriate answer: yes, no, or don’t know. Skip any question that does not apply to you.
Date:

Job Title:

Male

Female

Department / Work Location:
Your Security on the Job
On a scale of 1 to 10, how concerned are you about your personal safety at work? (1 = not concerned,
10 = very concerned. Circle a number below.)
1

2

3

4

5

6

7

8

9

10

On a scale of 1 to 10, how prepared do you feel to handle a violent situation or threat at work? (1 = not
prepared, 10 = very prepared. Circle a number below.)
1

2

3

4

5

6

7

8

9

Are security improvements needed at your workplace?
(If yes, check all of the following that apply)
☐ Lighting

10
Yes

No

Don’t Know

☐

☐

☐

☐ Safe & secure areas to store personal
belongings

☐ Trained security personnel
☐ Secure restrooms
☐ Secure parking
☐ Violence-related information/risk factors about
residents are clearly communicated (e.g., new
resident, communication between shifts, written
care plan, etc.) Please indicate.
☐ The staff to resident ratio is appropriate to
address residents’ needs and challenges of care

☐ Restricted public access to work areas (Is
human traffic monitored by a system or security
staff?)
☐ Security devices (i.e. cameras, alarms, panic
buttons, etc.)
☐ Communication between employer and workers
concerning violence prevention issues
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☐ Other (please specify)
Please explain below the issues related to each checked item.

Are you given: (Check all that apply; please explain below).
☐ The assistance of a second worker when
needed

☐ A functioning communication device
☐ Timely assistance when you report a problem

☐ A security contact person/system/protocol
☐ The information you need about the facility/ unit/
home and the people in it
Comments:

Yes

No

Don’t
Know

Is there a written violence prevention policy for your
workplace?

☐

☐

☐

Have you ever seen a copy of the policy?

☐

☐

☐

Are there written procedures for violence prevention that
deal with your work area?

☐

☐

☐

If yes, are they easy to understand and follow?

☐

☐

☐

Have you ever seen a copy of the procedures? ‰‰

☐

☐

☐

Violence Prevention Policy (delete this section if not
applicable)

Comments:
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Yes

No

Don’t
Know

Is there a system for reporting threats and incidence of
violence and aggression?

☐

☐

☐

If yes, is it easy to understand and follow?

☐

☐

☐

Are you required to report threats and incidents of violence
and aggression?

☐

☐

☐

If yes, can you do so without fear of reprisal?

☐

☐

☐

Do you report all incidents of violence (threats or assaults)?

☐

☐

☐

Does the supervisor/manager investigate incidents without
undue delay?

☐

☐

☐

Does the supervisor/manager take suitable corrective action
without undue delay?

☐

☐

☐

Are police and emergency services called immediately when
an incident involving a criminal act occurs?

☐

☐

☐

Are co-workers and support staff briefed about a violent
incident before coming on shift/dealing with a previously
violent resident?

☐

☐

☐

Do you have access to incident reports?

☐

☐

☐

Is there a program to provide support for workers who are
victims of workplace violence?

☐

☐

☐

Incident Reporting and Follow-up

Comments:

If not, please explain.

Comments:
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Yes

No

Don’t
Know

Have you received training on recognizing and preventing
workplace violence?

☐

☐

☐

Are you trained at least once a year or when your job duties
change?

☐

☐

☐

Do you feel that training was adequate?

☐

☐

☐

☐

☐

☐

☐

☐

☐

Do you know what protocols (policies and procedures) exist
in your workplace to deal with violence and its
consequences?

☐

☐

☐

Do you know what standard of care your employer expects
you to deliver when a resident is abusive or threatening
toward staff?

☐

☐

☐

Are you aware of the OH&S regulation sections on violence
in the workplace?

☐

☐

☐

Education and Training

Comments:

Is your training appropriate for the job that you do? (Is it
tailored to your particular job duties?)
Comments:

Do you report all incidents of violence (threats or assaults)?
If not, please explain.

2015 Workplace Violence and Aggression Program
31

Incidents at Work

Yes

No

☐

☐

Were you injured? (If yes, describe injuries)

☐

☐

Did you receive first aid or medical treatment? (If yes, describe)

☐

☐

Did you report the incident? If not, please explain.

☐

☐

Were you offered an opportunity to express your thoughts about the incident,
and learn about normal stress reactions and available services within 8 hours
of the incident?

☐

☐

If yes, was it done?

☐

☐

Were you offered Critical Incident Stress Management debriefing (a
discussion with a facilitator to alleviate trauma and speed up your recovery)
within 24 to 48 hours?

☐

☐

If yes, was it done?

☐

☐

Have you ever been the victim of a violent incident while employed at this
organization?
If yes, please answer the following:
Where the incident occurred

Type of incident(s) (describe)
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Your Recommendations
In your opinion, what steps could be taken to make your workplace safer?

Your Name (optional):_____________________________________
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Sample Workplace Violence and Aggression Perception Survey

The purpose of this survey is to find out what workers think about their safety in the workplace.
This survey is anonymous and your participation is appreciated.

Physical Environment
Do you feel safe at work?

 Yes

No

In your opinion, are there processes in place to protect you in your workplace?

 Yes

No

Other:

Incidents at Work
Have you been hit, pushed, physically assaulted or otherwise attacked while working at
this organization?

 Yes

No

 Yes

No

If you answered Yes:


Did you report the incident?



How did you report the incident? (please circle)



Who physically assaulted or otherwise attacked you? (check all that apply)
 Resident
 Manager/supervisor

 Orally? 

 Visitor/member of the public

In Writing?

 Co-worker

  Other:
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How often did the physical assault or otherwise occur?
Resident

Visitor/member of

Co-Worker

the public

Manager/

Other

Supervisor

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per day

per day

per day

per day

per day

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per week

per week

per week

per week

per week

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per month

per month

per month

per month

per month

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

a month

a month

a month

a month

a month

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

Have you been threatened with physical harm (orally, in writing or otherwise) while
working at this organization?

 Yes

No

 Yes

No

If you answered Yes:


Did you report the threat?



How did you report the threat? (please circle)  Orally?  In Writing?



Who threatened you? (check all that apply)
☐ Resident

☐ Visitor/member of the public

☐ Manager/supervisor

 ☐ Other:

☐ Co-worker
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How often did the physical harm occur?
Resident

Visitor/member of
the public

Co-Worker

Manager/
Supervisor

Other

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per day

per day

per day

per day

per day

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per week

per week

per week

per week

per week

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per month

per month

per month

per month

per month

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

a month

a month

a month

a month

a month

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

Have you been bullied or harassed while working for this organization?

 Yes

No

 Yes

No

If you answered Yes:


Did you report the bullying and harassment?



How did you report the bullying and harassment? (please circle)
Orally?
 In Writing?



Who bullied you? (check all that apply)
☐ Resident

☐ Visitor/member of the public

☐ Manager/supervisor

 ☐ Other:



☐ Co-worker
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How often did the bullying and harassment occur?

Resident

Visitor/member of
the public

Co-Worker

Manager/
Supervisor

Other

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per day

per day

per day

per day

per day

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per week

per week

per week

per week

per week

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

☐ 1 or more times

per month

per month

per month

per month

per month

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

☐ Less than once

a month

a month

a month

a month

a month

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

☐ Not applicable

In your opinion, what steps could be taken to make your workplace safer?

Policy and Program
Is there a written workplace violence policy and program for your workplace?

 Yes

No

Have procedures for violence prevention been set out for your work area?

 Yes

No

 Yes

No

If yes, are they easy to understand and follow?
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 Yes

Have you ever seen a written copy of the procedures?

No

Comments:

Workplace Incident Reporting and Follow-up
 Yes

No

 Yes

No

 Yes

No

 Yes

No

Does your supervisor or manager investigate incidents promptly (soon after they occur)?

 Yes

No

Does your supervisor or manager take suitable corrective action promptly? (soon after
incidents occur)

 Yes

No

Are police and emergency services called immediately when a criminal incident occurs?

 Yes

No

Are support programs in place to help you if you are directly or indirectly affected by
workplace violence?

 Yes

No

Are you required to report threats and violence at your workplace?
If yes, can you do so without fear of retaliation (revenge or punishment)?
Is there a system for reporting threats and violence at your workplace?
If yes, is it easy to understand and follow?

Comments:

Mental Health and Wellness
My workplace offers services or benefits that adequately address my mental health and
wellness.

 Yes

No

My supervisors would say or do something helpful if an employee looked distressed
while at work.

Yes

No
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I feel supported in my workplace when dealing with personal or family issues.

Yes

No

My workplace supports employees who are returning to work after time off due to a
mental health condition.

Yes

No

I think my workplace has a good understanding of the importance of employee mental
health and wellness.

Yes

No

Comments:

Education and Training
Do you know what workplace violence policies and programs exist in your workplace?

 Yes

No

Do you know how to report a threat or a violent incident, and to whom?

 Yes

No

Have you received training in recognizing, preventing and dealing with workplace
violence?

 Yes

No

Have you received training on the security devices available to you (such as
surveillance equipment, silent or sounding alarms, panic buttons, personal alarms,
telephones, cell phones, etc.)?

 Yes

No

Do you think you are prepared to handle a violent situation, a threat or escalating
behaviours exhibited by someone while at work?

 Yes

No

Comments:

Adapted from Ontario Ministry of Labour: http://www.labour.gov.on.ca/english/hs/pubs/wvps_toolbox/survey.doc and
Guarding Minds @ Work: http://www.guardingmindsatwork.ca/info/gmaw_resources/assessment_tools
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Sample Flowchart: Investigation of a Violent Incident
Resident to Staff, Staff to Staff, Visitor to Staff

IS THIS A
POLICE
MATTER?

YES

NO

Manager/supervisor ensures that the
Violent Incident Record is completed,
along with the Mental Health and
Wellness Reporting Form and WCB
Reporting Form (if necessary). They will
also ensure that post-incident procedures
are followed.

Manager/supervisor notifies administrator on call.
Police are called as per workplace policy. Senior
management/designate/administrator on call responds
to legal and/or media calls.
If necessary senior management/ designate/
administrator on call ensures the worker(s) is
interviewed and, if a resident is involved, that the violent
resident’s physician is also interviewed.

Manager/supervisor receives reports and
follows up with staff as outlined in
flowchart for post incident procedure.
(Refer to Sample Debrief Procedure)

Supervisor/manager/designate ensure all
documentation is forwarded to the Joint
OHS committee or worker health and
safety representative, and ensures the
incident is investigated.

Interview affected staff
member, offender and all
witnesses

Manager or supervisor completes the
investigation, signs off on the report and forwards
to the Joint OHS Committee, Human Resources
or health and safety representative (if applicable).
Forms forwarded to WCB (if applicable).

Person in charge of emergency response,
mental health services and person
responsible for OHS follow-up of incident
forward their reports to the Joint OHS
committee or worker health and safety
representative (if applicable).

Joint OHS committee or worker health and safety representative receives
reports. This could also be Human Resources or Management.

Individual(s) with expertise in violence
prevention provide regular education
and training sessions for workers.

Joint OHS committee or worker health
and safety representative and
individual(s) with expertise in violence
prevention review report and
recommend further measures if
needed.

Person responsible for OHS follows up
with individuals responsible for
emergency response.

Employer ensures corrective action has been
taken.

Employer provides ongoing support for affected
staff and the offender.
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Sample Flowchart for Post Incident Procedure of a Violent Incident
Manager or supervisor
takes appropriate
actions to ensure to
immediate safety of
persons within the
facility.

Yes

Does the offender pose
an immediate or ongoing
threat to persons within
the facility?

No
No

Has the
worker been
impacted
physically or
emotionally?

Manager/supervisor ensures worker
obtains first aid/medical aid if needed.
Worker is advised to consult a physician of
his/her choice for treatment or referral.*

No

Immediate manager/supervisor
provides worker with information on
access to defusing, debriefing and/or
follow-up with designated
management representative.*

Yes
* Decision to notify police *

With worker’s permission, the
manager/supervisor notifies the
appropriate worker representative on call
as soon as possible (if applicable).

Manager/supervisor arranges for time off
or relief as needed, and follow-up for
defusing affected worker and co-workers.
A debriefing should be provided within a
reasonable time frame after the incident.

Violent Incident Record is completed,
along with the Mental Health and Wellness
Reporting Form (if the worker has been
impacted emotionally). Supervisor
investigates the incident, then signs off the
reports and forwards them to the joint OHS
committee or worker health and safety
representative and employer/designate.
The incident is investigated.

Reports (incident reports and claims) are
forwarded to WCB according to legislation.

Immediate manager/
supervisor/ administrator on
call reminds worker of their
right to pursue legal action,
and supports/ facilitates the
process.

With the permission of the worker, the
immediate supervisor/designate/
administrator on call notifies the
appropriate worker representative as
soon as possible.

Defusing and debriefing may be
provided as needed to the affected
worker and/or co-workers. Follow up
within a reasonable time frame to
assess how the worker is coping and
offer debriefing if needed. (Refer to
Sample Debrief Guide)
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Is Your Workplace/Facility at Risk of Harassment and Bullying or Disruptive Behaviour
A Checklist for Employers
The following checklist can be used by Executives and/or Employers to determine the potential for
harassment and bullying or disrespectful behaviours in their workplace.
Yes

No

Do you have a code of conduct that establishes expectations for appropriate behaviour by
everyone in the workplace?
Do you have policies or procedures in place related to a respectful workplace or harassment and
bullying?
During recruitment and performance reviews, are employees made aware of expectations
regarding appropriate behaviours?
Are employees made aware of workplace policies and procedures related to a respectful
workplace and harassment and bullying?
Is there a clear process or procedure for dealing with and resolving conflict and aggression in
the workplace?
Are employees aware of the provisions of the Human Rights Code that acts of discrimination or
harassment are unlawful and will not be condoned in the workplace?
Have you put building a culture of dignity and respect on your main agenda?
If you have answered ‘No’ to any of the above questions, you may need to conduct a risk assessment of your
workplace and develop the appropriate policies and procedures.
Yes

No

Have grievances or complaints previously been raised by employees concerning harassment
and bullying or disrespectful behaviour in the workplace?
Is there a pattern in absenteeism, sickness rates or stress-related leaves that indicates
harassment and bullying may be an issue in the workplace?
Are there unusual levels of staff turnover or requests for transfer that may be attributed to
incidents of harassment and bullying?
Are blatant incidents or acts of behaviour that a reasonable person would consider inappropriate
condoned or accepted in the workplace?
Do exit interviews or staff opinion or satisfaction surveys suggest that behaviours may be a
problem in some area?
If you have answered ‘Yes’ to any of the above questions, you may need to conduct a risk assessment of your
workplace.
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Is Harassment and Bullying or Disruptive Behaviour Threatening your Department/Unit/Facility?
Managers or supervisors can use this checklist to determine whether someone is demonstrating a pattern
of behaviour that may be disruptive to the workplace, which may affect the quality of care provided to
residents.
Is there someone in your department/unit/facility who consistently:


Yells or uses foul, insulting language



Is disrespectful, insults or puts down others



Uses negative body language directed to others such as sighing loudly, glaring, gesturing,
making faces



Blames others for “errors” or shames them publicly for negative outcomes



Criticizes or belittles the abilities of others



Discounts and/or denies the accomplishments of others



Gossips or spreads rumours about others



Doesn’t follow agreed upon processes or protocols



Says things that are untrue



Says one thing but does another or follows through incompletely



Makes unreasonable job demands on certain individuals



Steals credit from others



Uses intimidation tactics (implied or explicit threats of consequences) to gain compliance from
others



Threatens others with retribution, job loss or litigation

One or two check marks: Nothing to really be concerned about. Some of the behaviours listed may
typically occur in a stressful workplace.
More than two check marks: If some of these behaviours are observed in an individual on an ongoing
basis it may be cause for concern and should be addressed immediately to maintain a healthy workplace.
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Sample Harassment and Bullying Investigation Flowchart
Complaint made to manager or
supervisor

Manager or supervisor determines if
the complaint is to be dealt with
informally or formally

Informally

Determine the nature of the
complaint

Determine appropriate corrective
and supportive actions

Formally

Complete the Harassment and
Bullying Reporting Form, along with
the Mental Health and Wellness
Reporting Form (if necessary)

Determine who will investigate the
complaint

Carry out the corrective action
Interview the target and the alleged
offender
Document the complaint
Interview witnesses (if applicable)

Follow-up with target and
offender to see if the situation has
been resolved

Determine corrective actions with the
offender and supportive actions for
the target and offender (if applicable)

Follow-up and support for both the
offender and the target according to
your corrective and supportive action
plan
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Sample RACI Model Template
R = Responsible
A = Accountable
C = Consulted
I = Informed

The role/roles that are assigned the responsibility for doing the work.
The role/roles that make the final decisions and have ultimate ownership.
The role/roles that should be consulted before decisions are made and while work is being done.
The role/roles that must be advised of a decision or work has been completed.

Organizational Roles
Task Description

CEO

Senior
Management

Senior Site
Manager

OHS Lead
/Manager

Managers

Supervisors

Workers

Contractors

Mandate resources for
Workplace Violence and
Aggression Program

A

R

C

I

I

I

Establish workplace
violence and aggression
policies

A

A

R

R

R

C

C

C

Complete CCSA’s SelfAssessments

I

I

A

R

R

C

I

I
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Sample Goals and Measures

Workplace Violence and Aggression Program Goal Setting Template
Organization Name:
Goal

Measurable Outcomes

Specific Actions

Person Responsible

Target Date
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Workplace Violence and Aggression Program Sample Goals and Measures
Sample Goals
As discussed, after your organization or site has assessed your specific need, your team should establish general goals or areas for improvement to focus
program efforts through the duration of the workplace violence and aggression prevention program. To facilitate this, you are encouraged to reflect upon what you
perceive to be your site’s most significant OHS challenges or opportunities for improvement specific to workplace violence and aggression, harassment and
bullying and/or mental health and wellness. In essence, you and your team will need to answer the question “What do you want to achieve by implementing a
Comprehensive Workplace Violence and Aggression Program?”
The following are sample goals an organization could use as areas of focus. These are only samples. Your organization can use these samples as they are, or
can revise goals to reflect organization-specific needs. Feel free to establish new goals that meet the needs of your organization. Your goals may be role-specific,
facility/site-specific, or-issue specific.
Sample Organization Goals:


Determine the prevalence of workplace violence and aggression, harassment and bullying and mental health and wellness concerns



Create a workplace violence and aggression, harassment and bullying and mental health and wellness policy



Communicate the organization’s commitment to preventing harassment and bullying and workplace violence and aggression



Train all managers and supervisors to identify, investigate and respond to workplace violence and aggression, harassment and bullying and mental health
and wellness concerns

The following are sample goals a facility could employ as areas of focus. These are only samples. As with the organization goals, facility management can use
these samples as is, or can revise goals to reflect site-specific needs. Feel free to establish new goals that meet the needs of your facility. Your goals may be
role-specific, department-specific, or issue-specific.
Sample Site or Department Goals:


Determine if harassment and bullying is a problem in my department



Encourage reporting of harassment and bullying, worker-to-worker violence and mental health and wellness concerns



Support staff who report harassment and bullying, worker-to-worker violence and mental health and wellness concerns



Increase my department’s awareness of harassment and bullying and mental health and wellness concerns
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Sample Measures
‘Yes’ or ‘No’ Indicator

Sample Goal
Injury Reduction: to reduce the
number of workplace violence and
aggression-related injuries

Workplace Violence and
Aggression Training: to train all
facility staff to prevent, identify and
respond to violence and
aggression












Harassment and Bullying Training:
to train all facility staff to prevent,
identify and respond to
harassment and bullying in the
workplace








Reduce overall number of violence and
aggression-related injuries
Incidents, regardless of severity or
offender, are being reported within the
facility
Near misses are being reported
Increase in Hazard ID reporting
All staff trained in understanding and
preventing workplace violence and
aggression workshop
All managers and supervisors are trained
to identify, respond to and investigate
workplace violence and aggression
Supervisor follow up ensuring proper deescalation technique are being used
Staff are demonstrating proper deescalation techniques during supervisor
follow up
Workplace Violence and Aggression
Policy has been created or revised
Workplace Violence and Aggression has
been added/revised to/within existing
orientation ensuring annual refresher
training
All staff trained in harassment and
bullying
All managers and supervisors are trained
to identify, respond to and investigate
harassment and bullying
Harassment and Bullying Policy has
been created or revised
Harassment and Bullying has been
added/revised to/within existing
orientation ensuring annual refresher
training
Supervisors follow up with staff on-thefloor to reinforce respectful workplace
behaviours

Numeric Indicator













% Based Indicator

Overall number of injuries reduced by 1
per month
8 near misses reported on a monthly
basis
3 Hazard ID reports submitted on a
monthly basis



25/25 staff trained in understanding and
preventing workplace violence and
aggression
10/10 managers and supervisors trained
to identify, respond to and investigate
workplace violence and aggression
Supervisor observes staff de-escalation
potential aggressive situations 2 times
per week
x/10 staff were observed using deescalation techniques during supervisor
follow up



25/25 staff trained in harassment and
bullying
10/10 managers and supervisors trained
to identify, respond to and investigate
harassment and bullying
Supervisor provides on-the-floor follow
up for harassment and bullying 2 times a
week
x/10 staff were observed using respectful
workplace behaviours during supervisor
follow up














Overall number of Injuries reduced by
10%
% of incidents reported are classified as
near misses
Increase hazard reporting by 20%

% of staff trained in understanding and
preventing workplace violence and
aggression
% of managers and supervisors trained
to identify, respond to and investigate
workplace violence and aggression
80% of staff will have their de-escalation
techniques followed up by supervisors
within the next 10 months
% of staff were observed using proper
de-escalation techniques during
supervisor follow up

% of staff trained in harassment and
bullying
% of managers and supervisors trained
to identify, respond to and investigate
harassment and bullying
80% of staff will receive on-the-floor
follow up by supervisors within the next
10 months
% of staff were observed using respectful
workplace behaviours during supervisor
follow up
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‘Yes’ or ‘No’ Indicator

Sample Goal
Mental Health and Wellness
Training: to train all facility staff to
be aware of mental health and
wellness concerns in the
workplace








Improve safety communications










All staff trained in mental health and
wellness
All managers and supervisors are trained
to identify and respond to mental health
and wellness concerns
Mental Health and Wellness Policy has
been created or revised
Mental Health and Wellness has been
added/revised to/within existing
orientation ensuring annual refresher
training
Supervisors follow up with staff on-thefloor to reinforce mental health and
wellness
Safety is a standing item during each
shift report
Safety is a standing agenda item for all
staff and department meetings
Staff in all departments and on differing
shifts are aware of facility-based
incidents
Staff within the facility are aware of
incidents taking place in other facilities
within the organization
Staff are made aware if there is a delay
in maintenance or corrective actions
Staff are made aware of policy changes,
new procedures and corrective
actions/hazard controls in a timely
fashion
All safety communication efforts are
implemented using multiple
communication methods

Numeric Indicator








25/25 staff trained in mental health and
wellness awareness
10/10 managers and supervisors trained
to identify, respond to and investigate
mental health and wellness concerns
Supervisor provides on-the-floor follow
up for mental health and wellness 2 times
a week or whenever a significant event
occurs
x/10 staff demonstrate mental health and
wellness awareness during supervisor
follow up

% Based Indicator





% of staff trained in mental health and
wellness awareness
% of managers and supervisors trained
to identify, respond to and investigate
mental health and wellness concerns
80% of staff will receive on-the-floor
follow up by supervisors within the next
10 months
% of staff demonstrate mental health and
wellness awareness during supervisor
follow up

All safety communication efforts are
implemented using at least two
communication tactics
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