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Objectives 
 

To ensure the safety and dignity of clients and the safety of staff 
           are prioritised when anticipating or managing violence and aggression. 
 

To ensure Azure meets its responsibilities within the Health and Safety at 
Work Act (1974) and Management of Health and Safety at Work 
Regulations (1999). 

 
To ensure Azure complies with the Equality Act 2010, Mental Capacity 
Act (2005) and the Deprivation of Liberty Safeguards. 

 
To ensure the use of restrictive interventions must be undertaken in a 
manner that complies with the Human Rights Act (1998) and the 
relevant rights with the European Convention on Human Rights (see 
Azure procedure C- 72). 

 
Staff response to dealing with clients behaving violently towards one 
another will vary according to the location the incident is occurring 
within.  There are, however some principles that will relate to all 
situations.  These are; ensuring individual safety, the safety of others 
who may be in the immediate vicinity of the incident and the safety of 
the individuals in conflict. 

 

Definition:   
 

Any incident, in which a person is abused, threatened or assaulted. 
 
The definition of violence is not limited to physical assault/injury it can 
range from cases of disrespect to more serious verbal aggression and 
the perceived threat of physical violence.     

 
 
Scope 
 

This procedure relates to the responsibilities of staff in dealing with a 
violent incident involving one or more clients.  It covers incidents 
involving an individual client in conflict with staff and also violence 
between clients. 

 
Procedure 
 

3.1 Where clients are involved in physical confrontation, all staff on 
duty should provide assistance/support to their colleague. 
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3.2 Where a member of staff is dealing with the incident on their own, 
they will assess the situation and remove anyone from the area 
who does not need to be there.   

3.3 When the client involved in the incident has been isolated from any 
surrounding people, the member of staff will assess whether it is 
viable to try and diffuse the situation by any form of distraction that 
may stop the violence. This may be to focus on one of the clients 
involved and try and distract them.  

3.4 Where there is more than one member of staff involved, other staff 
can try and diffuse the situation by diverting the other clients 
involved.  It is the intention to try and calm the situation 
down by enabling the clients involved to respond to advice 
and direction from staff.  Physical restraint should only be 
adopted when there is a serious risk of another person coming to 
harm and can only be undertaken by staff trained in the technique.  
See procedure regarding ‘Guidance for Restrictive Intervention’  C-
72 

3.5 Where it is unsafe to intervene, staff should remove themselves 
from the conflict and contact a manager to inform them of the 
ongoing incident.  If out of hours, the on call system can be 
utilised.  (See On-call procedure). If staff feel threatened or that 
they are in immediate danger they should contact the police in the 
first instance.   

3.6 Where the escalation of violence is such that there is a significant 
risk to people and property around, the Associate Director or a 
member of the management team will contact the police to request 
assistance in dealing with the violence. Where it is not practicable 
to seek a manager first as the risks of harm to clients is so great, 
then, staff should contact the police immediately and then inform 
management that this has taken place.   

 
Violence from clients aimed at staff 

 
3.7 In the event of a client exhibiting violent behaviour towards a 

member of staff, the member of staff should try and calm the 
situation by speaking in a slow and calm voice avoiding any 
conversation that is likely to upset or antagonise the person. All 
physical gestures should be kept to a minimum. 

3.8 If the incident is taking place indoors, the member of staff should 
try and ensure there is an exit available. 

3.9 If the incident cannot be calmed down, the member of staff should 
remove themselves from the situation. 

3.10 The member of staff where relevant should call upon the assistance 
of other staff on duty to help in dealing with the situation. 

3.11 Management should be contacted and will assess whether they 
need to attend. 
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3.12 If any member of staff involved believes that the client is either 
likely to harm themselves or place others at serious risk, the client 
must not be approached.  Anyone in the immediate area should 
be asked to leave. Staff should contact the police. 

 
 
Records 
 

4.1 It is the responsibility of the member of staff dealing with the initial 
incident to record the details.  Where another member of staff took 
control, they must write the report from the point they became 
involved. 

4.2     All relevant support plans, ABC charts and risk assessments will be 
reviewed and amended as soon as is practicable after any incident.  

4.3      An incident report form must be completed and forwarded to 
management. 

4.4      Any formal report for an outside agency will be written with the 
involvement of management.  On no account can any report be 
sent to an external agency without approval of the 
department manager. 

 

 
 


