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1. Unacceptable behaviour statement 

1.1. NHS South East London Integrated Care Board (ICB) believes that any act of aggression, 
violence, or intimidation, both physical and non-physical from any member of staff, patient, 
visitor, member of the public or anybody else is unacceptable.  The ICB is committed to 
the creation of a culture and environment where employees may undertake their duties 
without fear of abuse or violence.  

1.2. As an organisation, we are committed to reduce risk and to have procedures in place that 
will enable staff to appropriately manage an aggressive or violent situation should it arise.  

1.3. All staff have a vital role to play in protecting themselves, including participation in 
appropriate training, reporting of incidents and taking appropriate action against 
perpetrators of abuse or violence. The ICB has a responsibility to ensure that appropriate 
support is given to staff in such instances. 

1.4. Violence against NHS staff is a crime and the ICB will work with the police, other relevant 
third parties and the Security Management Advisor to prevent it. 

Note: Allegations of staff bullying by other members of staff (which for the purpose of this policy 
includes office holders, employees on honorary contracts, those employed on a joint contract 
with the ICB and another employer, contractors, agency staff and anyone else engaged to work 
at the organisation, whether by direct contract with the ICB or otherwise) are not covered by this 
policy. Such allegations need to be reported in accordance with the ICB’s Bullying and 
Harassment Policy. 

2. Introductions, scope, and definitions 

Introduction & Purpose 
 
2.1. The ICB is committed to have measures in place, through this Policy and other relevant 

policies and procedures to:  

• reduce the risk of instances of aggression, harassment, abuse, violence, antisocial 
behaviour, hate crimes or hate incidents towards our staff occurring 

• enable staff to manage appropriately an aggressive or violent situation should they arise  

• support staff in the aftermath of any such incidents. 

2.2. Violence, harassment, and aggression can be:  

• physical, psychological, and/or sexual 

• one off incidents or more systematic patterns of behaviour 

• amongst colleagues, between superiors and subordinates or by third parties such as 
patients, the public, clients, colleagues employed by other organisations etc 

• range from minor cases of disrespect to more serious acts, including criminal offences, 
which require the intervention of public authorities.1 

Such incidents could result in the matter being reported to the police. 

 
1 https://www.hse.gov.uk/violence/preventing-workplace-harassment.pdf  

https://www.hse.gov.uk/violence/preventing-workplace-harassment.pdf
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Scope of the policy 
 
2.3. This document is to support compliance with the Health and Safety at Work Act 1974, the 

Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 1995 (RIDDOR), 
the Management of Health and Safety at Work Regulations 1999, Assaults on Emergency 
Workers Act 2018 and the Corporate Manslaughter and Corporate Homicide Act 2007. 

2.4. This policy is for the management of violence, aggression, and harassment towards staff. 
It should be read in conjunction with the relevant ICB security, HR and health and safety 
policies, procedures, and any guidance. 

2.5. Definitions and Acronyms 

 
2 https://www.hse.gov.uk/violence/index.htm  

Violence / 
violence at 
work 

The Health and Safety Executive (HSE) defines violence 
at work as “any incident in which an employee is abused, 
threatened or assaulted in circumstances relating to their 
work.” 2 
 

• Physical assault – ‘the intentional application of force 
to the other person or another without justification, 
resulting in physical injury or personal discomfort’. 

• Verbal assault – ‘the use of inappropriate words or 
behaviour causing distress and / or constituting 
harassment’. 

Examples of violence covered by this policy are: 

• Severe verbal abuse which makes the recipient feel 
threatened or severely distressed, which includes 
racial and sexual abuse; and, 

• Physical assault and / or threatening behaviour. 

Harassment Harassment occurs when someone is repeatedly (twice or 
more) and deliberately abused, threatened and/or 
humiliated in circumstances relating to work and 
circumstances where a reasonable third party consider 
the actions as harassment. Harassment can be further 
defined as any conduct which:  

• is unwanted by the recipient 

• is considered objectionable by the recipient 

• causes humiliation, offence and distress (or other 
detrimental effect) 

Examples include:  

• physical contact – ranging from touching to serious 
assault, gestures, intimidation, aggressive behaviour  

• verbal – unwelcome remarks, suggestions and 
propositions, malicious gossip, jokes and banter, 
offensive or abusive language  

https://www.hse.gov.uk/violence/index.htm
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2.6. This policy and procedure is applicable to all staff working within the ICB whether directly 
or indirectly employed by NHS South East London ICB, including contractors and 
temporary staff. 

2.7. It covers staff who experience violence, aggression or harassment whilst carrying out ICB 
work or where the incident is related to their ICB work. This includes inside the usual place 
of work, in the community whilst carrying out ICB business and for incidents relating to 
their work. For example, attending meetings off site, travelling between meetings, and 
travelling to and from work. 

2.8. Where the alleged perpetrator is a member of staff, action(s) must be taken in 
consideration of the relevant HR policy including but not limited to the bullying and 
harassment policy and the grievance and disciplinary policies. 

3. General principles and aims 

3.1. The ICB believes that any act of aggression, violence, harassment, or intimidation, both 
physical and non-physical from any member of staff, patient, visitor or member of the 
public is unacceptable.  

3.2. The ICB is committed to the creation of a culture and environment where employees may 
undertake their duties without fear of abuse or violence. 

• non-verbal – offensive literature or pictures, graffiti and 
computer imagery, emails, texts, isolation or non- co-
operation and exclusion or isolation from social 
activities 

• unwanted conduct related to a protected characteristic 
which has the purpose or effect of violating an 
individual’s dignity or creating an intimidating, hostile, 
humiliating or offensive environment for that individual 

Aggression Aggression is defined as:  

• A forceful action or procedure (such as an unprovoked 
attack) especially when intended to dominate the 
individual 

• hostile, injurious, or destructive behaviour  

• spoken or physical behaviour that is threatening to the 
individual and or involves harm to someone or 
something. 

Hate crime A crime that the victim or any other person perceives to 
be motivated by hostility or prejudice towards any aspect 
of a person’s identity. Disability, Gender Identity, Race, 
Ethnicity or Nationality, Religion Faith or Belief and 
Sexual orientation 

Hate incident  Any incident, which may or may not be a crime, that the 
victim or any other person perceives to be motivated by 
hostility or prejudice towards any aspect of a person’s 
identity. 

LSMS Local security management specialist 

The ICB NHS South East London Integrated Care Board 
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3.3. The aims of this policy are to: 

• provide and maintain a working environment that is safe and free from violence, 
aggression, and harassment for all employees, including contractors and interim staff 

• detect and report incidents to senior leadership and ensure a robust response, 
including reporting to the police if a criminal act is thought to have occurred 

• provide support for all staff involved in a violent or aggressive incident 

• continually improve performance regarding security through engagement with and 
support from the Security Management Advisor. 

4. Roles and Responsibilities 

The ICB, its leadership, management and all staff employed by the ICB have a part to play in 
implementing this zero-tolerance policy. 

4.1 ICB Responsibilities 

It is the responsibility of the ICB to develop policies, procedures, systems, and 
environments that reduce the risk of violence, aggression and harassment. 

The ICB recognises that it is an integral part of the community which it serves, and its 
overall policies and procedures directly affect what happens at the interface between staff 
and the public. The ICB undertakes to:  

• identify as far as reasonably practicable, the potential for violence, aggression and 
vexatious behaviour arising in the workplace, including those most at risk 

• take reasonable and practical steps to eliminate/reduce the risk 

• identify safe working practices and provide training for staff appropriate to their needs 

• ensure security management specialists are available to advise and attend appropriate 
meetings 

• encourage reporting of all incidents via the ICB’s established incident reporting system 
and policy 

• investigate significant incidents in accordance with the policy 

• take appropriate action against members of the public who assault, threaten, harass or 
abuse staff  

• provide support to individuals who have been a victim of assault, harassment, or 
abuse 

• evaluate the effectiveness of any measures undertaken. 
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4.2 Executives and Senior Management Team Responsibilities 

Executives and Senior Management Team are responsible to 

• ensure that staff are aware of this policy and understand the methods and timing of 
reporting incidents 

• ensure that training is available in appropriate techniques for dealing with incidents of 
violence, abuse, and aggression such as conflict resolution training, and that staff 
have opportunities to identify specific training they feel they require 

• take all reported incidents of violence, aggression, and harassment at work seriously 

• implement work processes or systems that will reduce or eliminate the likelihood of 
violence and aggression 

• ensure staff have necessary equipment to provide protection from violent or 
aggressive actions, where required. 

• provide immediate support to staff who experience abusive, violent, or aggressive 
incidents by listening to the account of the incident and discussing with the member of 
staff the options available to them. This will occur immediately after the incident and at 
all stages throughout any investigation which is undertaken in accordance with the ICBs 
investigation guidelines. 
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4.3 Line manager responsibilities 

Line manager’s responsibilities are to: 

• ensure that staff are aware of this policy 

• undertake risk assessments for their direct reports to identify as far as reasonably 
practicable, the potential for violence, aggression and harassment behaviour arising in 
the workplace, including those most at risk 

• take reasonable and practical steps to eliminate/reduce the risk 

• identify and implement safe working practices  

• identify training needs and ensure their staff receive appropriate training 

• ensure risk assessments are updated annually, if circumstances change and following 
an incident  

• take all reported incidents of violence, harassment at work seriously 

• ensure that staff understand the methods and timing of reporting 

• ensure that incident report forms are completed as fully as possible for all reported 
incidents of violence ideally within one working day 

• support and debrief staff following aggressive or abusive incidents 

• lead / ensure the incident is appropriately investigated following an incident in 
accordance with the ICBs incident reporting policy and procedure. 

• inform their director / senior manager of all incidents at the earliest possible 
opportunity 

 

4.4 Individuals’ responsibilities 

All ICB employees, contractors and temporary staff are responsible for ensuring they: 

• follow safe working practices and co-operate with their line manager and colleagues to 
promote safety at work 

• take all reasonable, practicable measures to prevent acts of violence 

• remain watchful of their own safety and that of their colleagues including when working 
alone, at other premises and travelling within the community 

• report incidents of violence and aggression, including verbal abuse and ‘near misses’ 
as soon as possible giving a detailed account of events 

• not place themselves at risk to protect or prevent damage to or theft of property or to 
deliver a service 

• familiarise themselves with the security arrangements for the location when working at 
or visiting the premises of other organisations 



 

NHS SEL ICB – Violence and Aggression Policy (CG06) v1.0 
 
 

Page 10 of 17 

 

• assist with any investigation into incidents of violence and aggression, by the police or 
internally 

• participate in training designed to meet the requirements of this policy, particularly 
conflict resolution training, which should occur annually. 

4.5 Security Management Advisor 

In accordance with the NHS Standard Contract, the ICB is required to nominate an 
individual as a Security Management Advisor. The specific responsibilities of the Security 
Management Advisor are to:  

• ensure the ICB is tackling violence against staff across the organisation, acting as lead 
for the reporting of all verbal and physical abuse of staff and ensuring that relevant 
incidents are reported to external bodies as necessary;  

• the development, implementation and maintenance of an effective Security 
Management Policy, and other security related documents, in consultation with staff 
representatives, ensuring compliance with current guidance;  

• to prepare a written work plan, with the Security Management Executive Director (CoS) 
and preparing regular reports on progress against that plan;  

• assist local managers in carrying out investigations into security related incidents, 
liaising as required with local Police, the Criminal Justice Unit and where necessary 
preparing case files for submission to Court as part of the prosecution process;  

• instigate regular campaigns to highlight the importance of security and the 
responsibilities of all ICB employees;  

• advise the ICB of any statutory requirements, and other by the preparation of procedures, 
for dealing with crime prevention, supply of security systems and maintenance;  

• to foster links with local agencies and bodies, such as Police, Crime and Disorder 
Reduction Partnerships, Prevent (Counter Terrorism) leads and other security 
professionals in neighbouring NHS organisations;  

• to develop processes and undertake monitoring of the security management 
arrangements of providers of NHS funded care in accordance with NHS Protect 
Standards for Commissioners. 

5.Procedures 

5A: Procedure: risk assessment  

5.1.1. The ICB is a public organisation and is committed to providing an open and supportive 
environment for the people of south east London to make enquiries, seek advice, and 
raise issues or complaints where it falls within the remit of the ICB to deal with these.  
However, ICB staff, particularly those in public-facing or patient-facing roles should 
always be mindful of the risks they may face when carrying out their roles. 

 5.1.2 Whenever there is a reasonably foreseeable risk of violence, harassment or aggression, 
line managers must ensure that risk assessments are completed. All risk assessments 
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relating to violence and aggression must be reviewed on an annual basis by the line 
manager or when there is a change in circumstances. 

5.1.3 The risk assessment should be: 

• for the identification of threats of violence and aggression 

• the evaluation of the risks regarding violence and aggression 

• to agree action plans 

• to implement, monitor and review measures to reduce risks 

5.1.4 In making a risk assessment the following may indicate that there is a risk of violence: 

• dealing with intoxicated or distressed members of the public 

• dealing with members of the public suffering from mental illness or stress 

• members of the public who are confused / disorientated / suicidal / known criminal 
history 

• high-risk areas such as contentious issues or complaints  

• staff working alone 

• tasks where money, drugs or other valuables may be a target for theft 

• when withholding or withdrawing a service 

• irregular situations such as where persons known to be potentially violent are referred 
to other disciplines or services 

5.1.5  The list shown above is not exhaustive and managers must take care to assess all 
possible personal security risks within their responsibility. Police assistance should be 
sought where the presence of drugs / weapons has been detected or to deal with 
violence or threatened/suspected violence. 

5.1.6  When dealing with a known or suspected violent or abusive individual, under no 
circumstances should staff see them on their own. They should seek advice from their 
line manager and Security Management Advisor before face-to-face meetings are 
arranged. 

5.1.7  In non-emergency situations where the incident needs to be logged and a crime 
reference number obtained, the incident is to be reported to the police via 101 or by using 
the Metropolitan Police online reporting tool. Non-emergency situations may include 
reporting a theft or criminal damage discovered in the aftermath of the event. 

5.1.8  In any situation where physical assault is considered imminent, staff should 
immediately leave the area if able and contact security (if available) or the police on 
999 

5B. Preventing and Controlling Violence 

5.2.1 Where possible, staff should prevent the escalation of violent situations by utilising their 
interpersonal skills, with the emphasis on reducing tension without physical intervention. 
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For example creating a space between themselves and the aggressor; by listening and 
empathising with the individual; by maintaining a calm exterior. 

5.2.2 Breakaway techniques using minimal force are within the law; however, such techniques 
should only be used as a last resort. Every option and means of preventing, controlling 
and defusing a situation must be attempted before there is physical intervention with a 
violent individual. 

5.2.3 Violent or threatening situations can erupt and escalate quickly and in these situations 
staff must withdraw from the threat at the earlier opportunity, warning colleagues as 
necessary, so that other staff and visitors can be removed to a safe location. 

5.2.4 It is important that the senior member of staff present takes full charge of the situation 
and directs staff accordingly. 

5C: Procedure: actions following violent, abusive, or aggressive behaviour 

5.3.1  All instances of actual or threatened violence, aggression or harassment must be 
reported in detail: 

• in accordance with the ICBs incident reporting policy and procedure (available on the 
intranet). The investigation process is outlined in the policy.  

• to the Health and Safety Executive (HSE) if it is one of the reportable incidents at work 
under the RIDDOR regulations. The Chief of Staff (CoS), as the accountable ICB 
officer responsible for health and safety matters within the ICB, should ensure this 
happens as appropriate. Details are outlined in the ICBs incident reporting policy and 
procedure and on the HSE website (https://www.hse.gov.uk/riddor/report.htm). 

• to Security Management Advisor either by email, telephone or using the ICB incident 
form 

• to the line manager to lead the response, who will report to the executive / senior 
manager 

• to the police, where a crime has been committed. Advice can be sought at any stage 
from the Security Management Advisor. 

5.3.2  Line managers are to ensure that staff are properly cared for and debriefed immediately, 
or as soon as is reasonably practicable, after the incident. Managers should be aware 
that incidents of violence and aggression can have a detrimental effect on the victim out 
of proportion to the scale seen by outsiders. It is the responsibility of the line manager to 
ensure that support and counselling is available for any member of staff affected. 

5.3.3 The line manager will ensure that, where applicable, the incident is appropriately 
investigated in accordance with the SEL ICB incident reporting policy and procedure and 
risk assessments are reviewed. 

5.3.4  Where any patient, relative or member of the public is alleged to have carried out an act 
of violence or aggression or harassed a member of staff, the ICB reserves the right to 
respond to the alleged incident, as deemed necessary in light of the circumstances. The 

https://www.hse.gov.uk/riddor/report.htm
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level of response will be dependent upon the seriousness of the incident and the 
outcome of any investigation. 

5.3.5  The potential responses or actions available to the ICB include:  

• verbal warnings with a follow up letter to the individual 

• recommendation to use advocacy services  

• contacting provider organisations to suggest that a warning flag is applied to the 
patient’s notes  

• meeting with the individual(s)  

• written warnings from the ICB  

• withdrawal of services  

• involvement of the Local Security Management Specialist   

• involvement of and reporting to the police  

• criminal prosecution  

• civil prosecution  

5.3.6  False accusations will not be tolerated and might result in disciplinary action in 
accordance with the disciplinary policy. 

Support Mechanisms 

5.4  There are a number of support mechanisms for staff who have been subject to or 
witnessed violence, aggression or harassment. These include counselling through the 
Employee Assistance Programme and support from occupational health (contact details 
on intranet). Staff are also supported by their line manager, Human Resources 
department and policies and procedures.  

 Where staff have a concern about a situation they have witnessed internally, they also 
have access to the ICBs Freedom to Speak Up Guardian, whose details are available on 
the ICB intranet and whose role is further explained in the ICB Freedom to Speak Up 
(Whistleblowing) Policy. 

6. Equality and diversity statement 

 

6.1  NHS South East London ICB is committed to equality of opportunity for its employees 
and members and does not unlawfully discriminate on the basis of their “protected 
characteristics” as defined in the Equality Act 2010 - age, disability, gender 
reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or 
belief, sex and sexual orientation. An Equality Impact Assessment has been completed 
for this policy.   

6.2  If members or employees have any concerns or issues with the contents of this policy or 
have difficulty understanding how this policy relates their role, they are advised to contact 
the Chief of Staff. 
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7. Breaches of Policy 

7.1 Failure to comply with this policy may result in disciplinary action and may constitute a 
breach of professional code of conduct. In serious cases, a breach may be regarded as 
gross misconduct and may result in the employee’s dismissal. 

8. Links to other Policies/Documents and Guidance  

Harassment, violence, aggression and hate crime can occur between colleagues, superiors and 
subordinates as well as being perpetrated by third parties such as clients, customers, patients 
etc. For situations which involve members of ICB staff perpetrating harassment, violence or 
aggression against ICB colleagues, members of the public or patients, please refer to the 
human resources team for support. 

Other policies and procedures relevant to the matters covered in this Policy include the: 

• Bullying and harassment policy 

• Health and safety policy 

• Agile working policy (which includes lone working) 

• Security policy 

• Disciplinary policy 

• Attendance management policy 

• Security Management Policy 
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Appendix 1: reporting lines 

Reporting an incident 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Incident 
occurs. 

Physical 
Assault 

Make sure staff member(s) and others are safe. 

  

Threat of 
Assault 

Verbal abuse 

Report incident to the 
police either using 999 
if urgent assistance is 

required or 101. 

  

Report the incident to your line manager and ensure that the incident is recorded on 
DATIX. 

URL DATIX Incident Module  

• Type – choose Incident from drop down – then choose Non-Clinical. 

• Location – Type your home Borough into the Primary Location box and choose 

Borough.  Exact location is a free text box. 

• Service – Type the business area you work within in i.e. Commissioning 

• Details – Date and description of what has happened, and action taken. 

• Incident affecting – choose from drop down. 

• Category – choose Security from the drop down.  

• Sub-Category – Choose either Assault – Threat of Violence or Verbal abuse all 

categories 

Line Managers are to ensure the form is fully completed and that the 
incident is escalated as appropriate within SEL ICB 

Ensure that the incident is reported to 
the police either via 101 or the website. 

Report a crime | Metropolitan Police 

  

Report incident to the 
police either using 999 
if urgent assistance is 

required or 101. 

  

Ensure medical assistance is provided if 
required and staff welfare is in place. 

  

Incident record is reviewed by the SEL ICB Risk Lead and Local Security Management 
Specialist to ensure 

• Learning is disseminated and reported appropriately. 

• If required Policy and SOPs are reviewed and updated 

• Themes and trends are identified, and appropriate mitigations put into place. 

 

https://selccg.gateway.prod-uk.datixcloudiq.co.uk/capture/?form_id=1&module=INC
https://www.met.police.uk/ro/report/ocr/af/how-to-report-a-crime/
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Appendix 2: Equality Analysis Screening Tool 

This is a checklist to ensure that relevant equality and equity aspects of proposals have been addressed either in 

the main body of the document or in a separate Equality & Equity Impact Assessment (EEIA)/ Equality Analysis. 
It is not a substitute for an EEIA which is required unless it can be shown that a proposal has no capacity to 

influence equality. The checklist is to enable the policy lead and the relevant committee to see whether an EEIA 

is required and to give assurance that the proposals will be legal, fair and equitable.  

The word “proposal” is a generic term for any policy, procedure or strategy that requires assessment. 

Equality Analysis Screening Tool 
Date of Assessment 14/06/22 

Assessor Name(s) & Job Title(s) Simon Beard, AD Corporate Operations 

Organisation  SEL CCG 

Name of the project/decision SEL ICB violence and aggression policy 

Aim/Purpose of the 
project/decision 

Setting out the ICBs stance on violence and 
aggression to staff and patients and detailing how to 
ensure instances of violence and aggression are 
reported and investigated. 

 

1. Do you consider the project/decision to have an adverse workforce equality impact 
and/or health inequality impact on any of the protected groups as defined by the Equality 
Act 2010? Write either ‘yes’ or ‘no’ next to the appropriate group(s). 

Protected group Yes/No Protected group Yes/No Protected group Yes/No 

Age No Pregnancy/Maternity No 

Marriage/Civil 

Partnership 

(employment only) 

No 

Disability No Race No 
Socio-economic / 

Deprivation 
No 

Gender No Religion/Belief No Carers No 

Gender 

reassignment 
No Sexual orientation No   

 



 

NHS SEL ICB – Violence and Aggression Policy (CG06) v1.0 
 
 

Page 17 of 17 

 

2. If you answered ‘yes’ to any of the above give your reasons why 

 

3. If you answered ‘no’ to any of the above give your reasons why 
 

4. Please indicate if a Full Equality Analysis is recommended: 
NO YES 

Signature of Project Lead: Date completed 

 

No  

Signature of reviewing member of 
Equality Team: 

Date reviewed: IF YES, BEGIN TO 
GATHER DATA FOR 
COMPLETION OF A 
FULL EQUALITY 
ANALYSIS 

 

 

No anticipated detrimental impact on any equality group. The policy adheres to best practice. 
This Policy will be applied to all NHS staff employed by the organisation and there is no 
evidence that the policy will impact, disadvantage or discriminate against any particular 
protected characteristic group.  

 

 

 

n/a 


