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Course Qutcomes

UPON COMPLETION OF THE CLASS, PARTICIPANTSWILL:
1. Beaware of the current statistics related to workplace violence
2. Understand the interrelatedness of various causes of workplace violence

3. Beableto identify possible warning signs and implement strategies to minimize
likelihood of incidence occurrence

FORWARD

Workplace Violence is a complex issue that impacts businesses and persons in differing ways.
Through thistraining, it is our goal to better prepare participants to limit the risk to themselves
and their respective businesses. There are few certainties in addressing the complex social issues
that are categorized under the umbrellaterm of Workplace Violence.

This courseis designed to overview the issue of workplace violence for all industry segments.
This course will not provide specific recommendations for your workplace, and is not designed
to outline when employee discipline or removal should occur. Employee labor issues must be
managed within the context of your specific organization's rules, policies and applicable state and
federal labor laws. The designers of this course, strongly recommend that professionalsinvolved
in the management of violence in the workplace issues seek additional training on thistopic area
aswell as related topics such as labor law, human resource management, accident investigation,
diffusing violent situations and crisis management. We additionally encourage all participantsto
incorporate resources such as legal, human resources, facility management, labor relations and
senior managers as resources for the evaluation of your current violence in the workplace
program and policy as well as future prevention measures.

Specific recommendations within this training manual related to handling Red Flag indicators,
causation and managing violent interactions, are presented as overviews of these specific topics
for educational purposes. These recommendations should not be viewed as exact guidelines or
methods to avoid escalation or critical event occurrence.
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Awareness Survey

1

10.

Workplace violence by its definition has to involve some form of physical attack.
True or False

OSHA has cited organizations for allowing “violent” environmentsto exist.
True or False

Workplace violenceis primarily a“security” issue.
True or False

Violenceis actually amajor “socia” problem and therefore should not be considered a
serious “workplace” issue.
True or False

Break-ups or other workplace “personal relationships’ should be considered as potential
causes of workplace violence.
True or False

There are ways you and your employer can effectively limit violence in the workplace.
True or False

Y our company needs policies and procedures dealing with violence in the workplace.
True or False

A persons home life and external support network should not be considered as arisk
assessment factor
True or False

Some violent acts and threats just need to be ignored.
True or False

The human resources or security sections of an organization are the only areas that should be
involved in managing potential violence in the workplace situations.
True or False
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Violence in the Workplace

Types,
Warning Signs &
Prevention

L0
Ohio Division of Safety & Hygiene —

How seriousisthe problem?

» Homicide is the first leading
cause of death in the
workplace for women, 2nd
cause of death for men. 80%
of homicides are during
robberies.

» Each week, an average of 20
people are murdered and
18,000 are assaulted in US
workplaces.

Definition
Workplace violence: Unwelcome
harassment, threats, or attacks
causing fear, mental or physical
harm, or unreasonable stress in the
workplace.
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VIWP Types

Typel  Crimina
Typell  Client, customer, patient

Typelll Employee

TypelV Persond relationship

Warning Signs

—

A

V2

*Typel  Crimina
*Typell Client, Customer, Patient

*Typelll Employee

*TypelV Personal Relationship

Danger ous | ngredients

Toxic Work
Environment

Troubled
Employee
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Per sonal Anger Escalation

Critical Event
Physically Threatening

Verbally Threatening
Verbally Hostile

Agitated

| Calm

Prevention

¢ Management commitment &

leadership style
* Pre-hiring checks <

» Employee involvement —'rZ

 Zero Tolerance Policy :Qq

Pr evention continued

Risk assessment
Crisisteam
Training
Documentation
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Summary

Actively address VIWP issues
Assesstherisk of violence
Involve employees
Consistently apply standards
Document incidents & takethreats seriously
Create azero tolerance policy

Train al employees
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How Serious is the Problem?
Relevant Statistics

RATE OF WORKPLACE VIOLENCE

» Each year between 1992 and 1996, more than 2 million people became victims of violent
crime while at work or on duty (Bureau of Justice Statistics, 1998).

* Businesses ranked workplace violence as their top concern for the third straight year in the
1996 Pinkerton Security Issues Survey Report (Montoya, 1997).

» Twelve percent of al victims of nonfatal workplace violence reported having been physically
injured (Bureau of Justice Statistics, 1998).

* In Ohio, ten percent of all workers' compensation death claims were attributed to workplace
violence in 1997 (Ohio Bureau of Workers' Compensation).

VICTIM CHARACTERISTICS

*  Among people victimized while working or on duty, male victims outnumbered femal es by
about 2to 1. Nearly 9in 10 victims of workplace violence were white. About 70% of the

victims were between ages 25 and 49 (Bureau of Justice Statistics, 1998).

* Female victims were more likely to report that their attackers were known to them (50%)
compared to male victims (37%) (Bureau of Justice Statistics, 1998).

OFFENDER CHARACTERISTICS
» Those who committed workplace violence were predominantly male, white, and older than
twenty-one. Only about 20% of violence incidents involved an armed offender (Bureau of

Justice Statistics, 1998).

» Forty-three percent of the robberies were committed by more than one offender (Bureau of
Justice Statistics, 1998).

WORKPLACE CHARACTERISTICS

* Annualy, 330,000 retail salesworkers became victims of workplace violence. More than
160,000 medical workers were victimized each year (Bureau of Justice Statistics, 1998).

WORKPLACE HOMICIDE

BWC: Division of Safety & Hygiene 5
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» Each year from 1992 to 1996, there were more than 1,000 workplace homicides (Bureau of
Justice Statistics, 1998).

*  Work-related homicides decreased in Ohio in 1997, down to 22 from 31 in 1996. Of these,
seven were related to robberies.

* Although job-related homicides dropped 7% from 1996 to 1997, homicide was still the
second leading cause of job-related deaths. Fourteen percent of the fatalities at work were
attributed to homicides. The causes for these homicides include:

* robberies and other crimes (85%)
* disputes among coworkers and with customers (9%)
* domestic disputes (5%) (Bureau of Labor Statistics, 1998)

* Homicideisthe leading cause of death from occupational injury among females (National
Institute of Occupationa Safety & Health, 1996).

* Retail salesworkers experience the highest number of workplace homicides (Bureau of
Justice Statistics, 1998). Two-thirds of workplace homicides occur in service and retail trade
industries (Bureau of Labor Statistics, 1998).

» The bombing of the Oklahoma City federal building caused 12% of the job-related homicides
in 1995 (Bureau of Labor Statistics, 1996).

DOMESTIC VIOLENCE IN THE WORKPLACE

» According to asurvey by the National Safe Workplace Institute, 94% of surveyed corporate
security and safety directors rank domestic violence as a high security problem.

* Morethan 25% of the female victims of job-related homicides were assaulted by people they
knew. About 16% resulted from domestic disputes that spilled over into the workplace
(Bureau of Labor Statistics, 1998).

» According to the National Violence Against Women Survey:
* Stalkers made overt threats to about 45% of victims.
* Stalkers spied on or followed about 75% of victims.
* Stalkers vandalized the property of about 30% of victims.
* Over 90% of stalking incidents involve some form of contact (physical, personal,
written communication) at the workplace.

6 BWC: Division of Safety & Hygiene
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SERIOUSVIOLENT CRIME STATISTICS

Serious violent crime has shown a decrease over the past several reported years (see chart
below). The serious violent crimes index includes incidents of rape, robbery, aggravated assaullt,
and homicide. (U.S. Department of Justice Bureau of Justice Statistics)
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Sample Definitions

NOTE: These following definitions (except “stalking”) were written by participants from
previous Violence in the Workplace classes. They are not legal definitions.

HARASSMENT

Harassment is the act of someone creating a hostile work environment through unwelcome
words, actions, or physical contact not resulting in physical harm. Sexual Harassment may also
be considered aform of workplace violence. By definition, sexual harassment is defined as
unwel come sexual advances, requests for sexual favors, and other oral or written
communications or physical conduct of a sexual nature when submission to such conduct is made
either explicitly or implicitly asaterm or condition of an individual's employment or position.
Submission to or rejection of such conduct by an individual is used as a basis for employment or
decisions affecting the individual; or such conduct has the purpose or effect of unreasonably
interfering with an individual's work performance or creating an intimidating, hostile or abusive
work environment.

Sexual harassment can occur between individuals of different sexes or of the same sex.
Although sexual harassment most often exploits a rel ationship between individual s of unequal
power such as between super visor and employee, it may also occur between individuals of equal
power (such as between fellow co-workers), or in some circumstances even where it appears that
the harasser has less power than the individual harassed.

THREAT

A threat is an expression of an intent to cause physical harm at the time or in the future. Any
words, slurs, gestures or display of weapons which are perceived by the worker as a clear and
real threat to their safety and which may cause fear, anxiety, or inability to perform job functions.

STALKING

Most statutes define stalking as the willful, malicious and repeated following and harassing of
another person. Stalking is broadly characterized by unwanted obsessive interest. Stalking is not
based exclusively on male/female “romantic” scenarios. A specific pattern of conduct must exist
to be categorized as stalking. Many state laws mandate that an imminent, credible threat of
violence be made against the victim for the activity to be considered stalking.

8 BWC: Division of Safety & Hygiene
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PHYSICAL ATTACK

With or without the use of aweapon, a physical attack is any aggressive act of hitting, kicking,
pushing, biting, scratching, sexual attack, or any other such physical act directed to the worker by
aco-worker, patient, client, relative or associated individual which arises during or as aresult of
the performance of duties and which resultsin death or physical injury.

WORKPLACE VIOLENCE
Workplace violence is unwel come physical or psychological forms of harassment, threats,
stalking behavior or attacks that cause fear, mental or physical harm, or unreasonable stressin the

workplace.

BWC: Division of Safety & Hygiene 9
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Types of

Violence in the Workplace

Typel External to Criminal (Robber,
company rapist, carjacker,
arsonist etc.)
Typell |External, but Customer or client
business-related
Typelll |[Internal to Employee issues
company within the
(Employeeto organization May
employeeviolence) |includeformer
employees
TypelV |Personal Current or past
Relationship romantic
Involvement*

*Please notethat “involvement” may bereal or perceived to bereal
by the perpetrator
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Violencein the Workplace Overview

Working in high crime
areas

Guarding valuables

Poor environmental design

- time of year, local
activities
Graffiti

Description Risk Factors Early Warning Signs Prevention Keys
TYPE | »  Exchange of $ with the e |Increasein crimeinthe Pro-active security and audit
public area e Externa lighting
External e Employeesworkingaone |+ Incidentsinsimilar e Minimum Cash - so
criminal activity | «  Predominately female industry or workplace stated
workforce »  Employee concerns e Drop safes
e Working late e Specia/unique conditions e Silent dlarms- doors

locked

Surveillance cameras
Bullet proof barriers
Operational changesto
limit vulnerability

Description

Risk Factors

Early Warning Signs

Prevention Keys

TYPE II

External assault
from clients or

TYPE | risk factors
Collection activities
Problem resolution
departments

Increase in customer
complaints

Increase in complaints
with products or service

Pro-active security
Controlled access to
facilities

Customer service training

style

Fear of losing job, layoffs,
economic peril

Radical organizational
change

Major life change event(s)
Labor v. management
tension

Substance abuse
Negligent hiring and
retention

Changesin behavior,
performance or
appearance

Perception gaps
Increased grievance
activity

Increase in absenteeism,
tardiness or job turn-over
Person with history of
violent behavior
References to/access to
weapons

Fedlings of victimization
or oppression

Victim of domestic abuse

customers ¢ Major changein product »  Employeefear statements | «  Conflict resolution skills
or company policy that e Security breaches e Pro-active public
affects customer  “Closecdls’ announcements
»  Contact with angry or e Community service and
frustrated public action
*  Improved perceptions and
image
e Problem solving team
Description Risk Factors Early Warning Signs Prevention Keys
TYPE |1 e Typell risk factors » Expressionsof openanger | ¢  Top management & labor
e High stress environment and/or frustration partnership
Internal e Little control over *  Intimidating behavior *  Pro-active risk assessment
empl oyees, decisions at work « fights e Organization-wide
SUPErvIsors or e Autocratic management » Actua or implied threats participation & support
work related . .

Zero tolerance policy
Crisisplan/ Crisisteam
Hiring, retention &
termination system(s)
Awareness training
Skills & policy training
Recognition system
Partici pative management
style

Stress management
Employee involvement
and opportunity to voice
concerns

BWC Division of Safety & Hygiene
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Description Risk Factors Early Warning Signs Prevention Keys
TYPE IV e Sexua harassment work e Obsessiveinterest * Awarenessand early
atmosphere +  Over reliance on intervention
Personal e Phone contact only relationship for emotional | «  Reporting & training for
Relationship settings support employees
(perceived or  Inner officerelationships | »  Domestic abuse «  Support through EAP for
real) and subsequent break-ups |« Letters, voice mail, in emotional break-ups
e Marital break-ups person expressions of e Management awareness of
« “Star” element inthe “fatal attraction” retraining orders
workplace (Movie, TV, * Flowers, giftsto the * Policeinvolvement in
print, Music) workplace from admirers stalking behaviors
e Employees out of work e Prompt investigation of
areato constantly visit harassment
target of perceived e Control over employee
relationship and visitor traffic
e Stalking behaviors e Verification and
e Excessive workplace visits awareness of grapevine
e “Shrine’ likedisplaysin information
thework areatolovedone [ «  Training on harassment
or target of perceived issues for al employees
relationship e Confidential referral
system of issues related to
harassment
12 BWC: Division of Safety & Hygiene
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ACTION STEPS

Action Step

Current Status

Who will
help

Completion
date

Management
Commitment &
Leadership Style

Employee Involvement

Zero Tolerance
Policy

Pre-hiring Checks

Risk Assessment

CrisisTeam

Training

Documentation

BWC: Division of Safety & Hygiene
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Causal Factors

It is not possible to isolate one single causal factor for Violence in the Workplace. Many
complex psychological and physical forces may blend and reinforce one another to prompt an
individual to commit violent acts. People react in differing ways to stress and personal events.
Determining exact causes or trigger events leading to violent outbursts or actions may be
difficult.

DENIAL

1. Minor problem - Despite studies, statistics and similar industry experiences, many
organizations continue to rank violence in the workplace as a minor workplace problem.

2. Inevitable - Many organizations recognize that violence in the workplace exists, and further
recognize that they are likely to be the victim of violent acts. Alarmingly, many of these
same organizations have adopted a philosophy that is based upon inevitability. These
organizations respond to threats and threat warning signs as if nothing can be done to prevent
escalation or occurrence.

3. Social problem - Based upon the complexity of the violence in the workplace issue, many
organizations view it asa social problem, not aworkplace problem. By adopting this
definition, organizations may fail in preventing avoidable instances of violence in the
workplace.

BWC: Division of Safety & Hygiene 15
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PSYCHOLOGICAL & SOCIAL ISSUES

1. Unrealistic personal expectations - The gap between the reality of a person’slife situation
and their perceived level of desired comfort can produce volatile behavior if aggravated by a
trigger event.

2. Domestic spillover - Home and family turmoil can result in workplace violence. Managers
should be aware of their employees domestic changes that may impact the work place.

3. Reduced trust - Workers may fedl that the organization or their supervisor is *out to get
them,” reducing the amount of trust and allegiance they feel for their employer. Thislack of
trust can lead to disgruntled employees.

4. Reduced caring - Impersona handling of employee issues and concerns can be perceived as
adevaluing of the work force or person. Persons who feel that they are “just a number” may
be prone to violent outbursts by areal or perceived lack of concern for them asindividuals.

5. Lossof control over lifedirection - Persons expressing a pervasive sense of an inability to
influence or control future eventsin their lives may be exhibiting a key warning sign of
workplace violence. Persons convinced that (a) a predetermined negative outcome awaits
them and (b) their actions have little bearing on this predestined conclusion may be prime
candidates for violent or irrational acts.

6. Mediainfluence- Some believe that media coverage of workplace violence spawns
additional violence or “copy cat” incidents. Numerous recent studies suggest that saturation
coverage related to violence in society desensitizes the public to the warning signs and the
actual occurrence of violence.

16 BWC: Division of Safety & Hygiene
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JOBS AND ECONOMIC ISSUES

1. Downsizing - Therealities of corporate downsizing impact the work force in differing ways.
Advance notice of job loss can prompt negative emotional issues to surface and may lead to
violent outbursts or incidents. Organizations with marginally ‘toxic” work environments
may increase their risk profile if downsizing efforts are not managed appropriately.

2. Jobsversus careers - Positions within organizations rarely provide life-long employment,
which is resented by some people who resist job changes. The change in perception of
employment in general, may add to the increase of violent outbursts or incidents by limiting
the employee’ s sense of “ownership” or loyalty to an organization. The perception can
magnify other psychological issues and may additionally provide a rationalization element for
those that commit violent acts in the workplace.

3. Job changes - The changing shape of employment via position consolidation, automation,
doing less with more and other management practices, may add to a climate ripe for violent
acts. Persons who cannot manage the inner stress of position instability are more likely to
seek out other means to project their inner frustrations. Employee assistance, communication
and transitional training can be keys to avoiding violent incidentsin a changing job
landscape.

4. Personal identity from job - Interesting studies contrasting European and American
perceptions of the relationship of position and self definition have been conducted noting a
stark contrast in these two work groups. When asked the question “What do you do?”’
Europeans generally responded with a hobby, interest, or personal activity. The American
sample groups responded with ajob title or position. Persons who heavily define self worth
by their job position may respond more aggressively to job challenges, interruption or loss
than those in a more balanced setting.

5. Labor-management tension - Work environments that ignore strife between labor and
management, or foster an adversarial work climate may be more likely to experience specific
forms of workplace violence. Incidents of assault, sabotage and theft may emergein this
toxic work environment. Employees or managers deeply entrenched on either side of this
stalemate may rationalize doing acts of violence.

6. Negligent hiring & retention - Practices such as improper background checks and
inconsistent discipline or removal can have far reaching effects on work force morale.
Negligent hiring practices can allow margina elementsinto your work force. Failureto
consistently screen for drugs can also have far-reaching legal implications.

7. New technology - Dramatic changes in work place mechanization, automation, or computer
reliance can have adverse impact on employees. Employees that have high levels of anxiety
about automation may displace anger or frustration into violent outbursts.

BWC: Division of Safety & Hygiene 17
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PERSONAL ISSUES

Major life-changing event- Whether an event is“major” or not depends on the importance
of the event to the individual. The violent death of a parent, spouse or child can be termed a
major life-changing event. Even the death of a pet can be extremely traumatic if the person’s
support structure relied on affection from this pet. This example, although extreme,
illustrates the importance of sensitivity to employee needs and life changes. Maor life
changing events can be effectively navigated by the employee without the incidence of
violence. Assistancein the form of counseling, time away from work or other support groups
should be examined as strategies to prevent violence.

Substance abuse - The effect of drug and alcohol abuse on stress and, in turn, workplace
violence should not be underestimated. The employee’ s ability to cope with daily life
challenges through the use of controlled substances may be a key warning sign of potential
volatility. An increase in prescription and over the counter drug abuse has compounded the
workplace drug problem. Persons battling addiction or dependence on prescription drugs
may be primed for irrational acts and outbursts. Managers need to note behavioral changes
that may be caused by drug use. Employee assistance programs (EAP) and the ability of
managers at all levelsto identify those in need of assistance are critical elements to your
organization’s workplace violence prevention efforts.

Per sonal problems - Each employee carries a certain amount of stress or “emotional
baggage”’ associated directly to achalenge in their personal life. This constant stress can
become cause for concern if a substantial change in support structure occurs or problems
escalate to an unmanageable level. In many circumstances substantial warning signsexist if a
support structure is not present for the affected person. Warning signs include dramatic
changesin outlook on life and verbalization of despair to those outside of the traditional
support structure. This “reaching out” is potentially more significant when attempted by
those that generally keep this stress to themselves.

Feelings of oppression - Stress reactions can be magnified to the person who believes that
s/heisbeing singled out or severely restricted by someone in power over them. Managers
must be cautious (especially in autocratic settings), to be aware when feelings of oppression
arevoiced. Targeted statementslike “you are keeping me down”, are of special concern as
they may be afinal warning of impending action.

I nability to provide for family - When interrupted through workplace injury, downsizing,
layoffs or job loss, the traditional family provider may demonstrate his’her desperation with
irrational reactions and workplace violence. When one' sincome is significantly reduced or
eliminated, one may act with desperation. Those providing the “last safety net” for employees
must be aware of the increased probability of violent outbursts at the termination or
interruption of benefits.

18
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MANAGEMENT STYLE & WORK ENVIRONMENT

1. Autocratic environment - Managers ruling by fear, intimidation or extreme inflexibility can
be facilitators toward violent acts. Employees under an autocratic environment are less likely
to trust, ask for help, or care about the well being of others or the organization. Inan
autocratic environment violent outbursts, or acts of extreme violence, may be viewed as ways
to seek revenge or maintain dignity.

2. Managersout of touch with workers - Acts of revenge and frustration are more likely to
occur in environments where managers are not in tune with the needs or changes within the
work force. Signs of employee morale change are less likely to be noticed in an environment
characterized by indifference or even disdain.

3. Organizational change - an organization’s ability to successfully integrate and “sell” change
to their employees can have an effect on violence in the workplace. Violent acts can be
responses to stress and in some persons “out of their control” or forced change can be a
trigger event leading to violence. Employee involvement in operational changes may meet
with less resistance and cause less stress.

4. Unrealistic expectations - Quotas that are unattainable or systems designed to
institutionalize failure can contribute to stress, hel plessness and feelings of oppression.
Employees may resort to sabotage or other violent acts to offset the impact of unrealistic
managerial expectations.

5. Unfair allocation of tasks - Managers may inadvertently fall into situations where their drive
toward task completion may increase stress and violent outbursts. In our current work
environments, violent outbursts are a retaliatory option in the mind of many workers.
Managers can avoid increasing workplace volatility by being sensitive in allocating tasks that
may appear to others as preferential or vindictive.

6. Lack of teamwork - Environments that are characterized by an absence of team work,
isolation of workers, lack of support, and extreme pressure placed upon the individual may be
more likely to experience violent outbursts. Characteristics of effective teams include mutual
support, a climate of trust, ownership of team goals/objectives, input from everyone, valuing
the strengths of each team member, and open communication.

7. Sexual Harassment- Environments that are impacted by sexual harassment may also have a
high vulnerability to workplace violence incidents. Sexual harassment may be considered a
form of intimidation. Persons may react to intimidation by striking back in retaliation viaa
violent act directed at the harasser or vented toward others. Additionally, personsinvolved in
the act of harassment may also escalate their activities to physical attack. Environments that
allow sexual harassment to become a part of the organization’s culture may in fact facilitate
violent acts.
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Causes, Manifestations, & Resolutions
for Threatening Behavior

Intimidation
Trigger

Desperation
A request for

Revenge
May be clandestine

CAUSATION situations in something that is or planned in
person’s life or not being met nature
environment  May be rooted in Is generally not a
May be for frustration or first response to
enjoyment or to desperation adversity unless as
fulfill inner need element of daily life
How . More likely to 1. May be rooted in . May focus on a
T begin by phone poor listening or specific person or
or letter overly bureaucratic an organization that
MANIFESTS . May escalate to responses has been given
in person threats 2. May be very direct in “human” traits
. May include demands including . May be revenge
reporting to deadlines and motivation for the
higher delivery handling of another
authorities specifications to person. (Defend
. May threaten job avoid action on part the helpless)
of target of person making . May have warning
. May escalate to threat. signs apparent on
physical assault 3. Is commonly non-threat issues
or specific irrational in nature
threats
RESOLUTION . Train employees 1. Allow venting . Counsel on root
STRATEGIES tp de-escalate at 2. Remqve barrier issue between
first occurrence 3. Meet in person parties
. Address 4. Demonstrate . Early intervention
behavior at empathy and seek full
earliest 5. Research handling resolution
opportunity of incident by . Don’t allow “testing
. Attempt to employees seeking comments” by
secure facts in start point of subject at onset of
writing and conflict incident
arrange for 6. Document and . Insure that this is
single point of communicate to all not a corporate
contact parties culture issue
. Terminate
interaction
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Critical Event

Toxic Work
Environment

Troubled Trigoer
Employee Event

Park Dietz model

Viewing some instances of workplace violence as foreseeable and preventable are key elements
in understanding causation. How does a person with “problems’ become the perpetrator of a

violent act? This model demonstrates the intersection of three key elements that comprise many
violent acts. Each element is defined, demonstrated and shaped by the individual’ s perceptions.

Toxic WORK ENVIRONMENT - Many of the topic areas listed under causal factors related to the
workplace dynamic are included in this broad term. A toxic work environment includes such
factors as the state of employee-management relations, working conditions, pressure to produce,
job security, downsizing and problem solving avenues available to employees.

TRIGGER EVENT - A trigger event or as “the straw that broke the camel’ s back” is an instance
that pushes the employee past the point of effectively managing their st