MACROBUTTON NoMacro [Click here until highlighted and type name of organisation]
POLICIES AND PROCEDURES

	CONTROLLED DOCUMENT
	Policy and Procedure - CHALLENGING BEHAVIOUR : 
CONSUMERS

	Document Copy No.  MACROBUTTON NoMacro [Click here and type the # of this controlled copy]
	Date of Approval: MACROBUTTON NoMacro [Click here and type date policy originally approved]

	Revision Number and Date: MACROBUTTON NoMacro [Click here and type Rev.# and Rev. date - if the Original, leave blank]

	File location: MACROBUTTON NoMacro [Click here and type the computer file string]
	Number of Pages:  3


CHALLENGING BEHAVIOUR : CONSUMERS 

Policy

Challenging Behaviour is defined as any action or behaviour that has the potential to cause injury, either physical or emotional.

It is the right of all staff and consumers of the Organisation to be free from verbal or physical intimidation.

Consumers who exhibit challenging behaviour are to be dealt with in accordance with the Organisation’s procedures below.
Disciplinary action in accordance with the Organisation’s procedures document “Poor Performance and Unacceptable Behaviour by Staff” will be taken if staff exhibit challenging behaviour.



Procedure

Verbal Abuse:

If an incident of significant verbal abuse occurs directed towards either consumers or staff:

(I)
Request the individual to stop.

(ii)
Attempt to diffuse the situation by removing either the protagonist or the person being abused.  Explain to the individuals what you are doing and why.

(iii)
If this does not result in the abusive language ceasing, the individual will be removed from any public area and given time to cool down.  If necessary, an individual’s wheelchair will be taken out of drive and that person physically removed from the situation.

(iv)
A staff member who has regular contact with the individual needs to be alerted and should speak to the individual once they have calmed down.

(v)
The Supervisor and the Manager need to be informed.

Should verbal abuse occur on a regular basis appropriate sanctions need to be put into place, such as removal of non-essential services. These need to be immediately withdrawn for a limited period of time with the approval from a senior staff member. A course of action including consequences of verbal abuse occurring regularly needs to be developed beforehand, involving the consumer, service coordinator and social worker.

An incident report needs to be completed in situations of verbal abuse.

Wilful Damage:

If an incident occurs in which property is deliberately damaged:

(I)
ensure the safety of consumers and staff in the vicinity. This may involve removing them from the area.
(ii) If it is safe to remove the individual causing the damage, this should be done. They should be taken to a quiet place and allowed time to cool down.

(iii)
A staff member who has regular contact with the individual needs to be alerted and should speak to the individual once they have calmed down.
(iv)
The Supervisor and the Manager need to be informed.

An incident report should be completed in cases of wilful damage. The individual who caused the damage has the responsibility of paying for the damage that occurs.

Assault:
If an incident occurs in which a consumer or a staff member is assaulted the following course of action needs to take place.

(I)
The well being of consumers and staff in the vicinity needs to be safeguarded. This may involve retreating to a safe place.
(ii)
Attempt to remove the person who is the victim of the assault, hence separating the two parties in conflict. It is not the responsibility of staff members to attempt to restrain the aggressor.
(iii)
If the assault has resulted in injury, seek medical help.

(iv)
Discuss with the victim whether they want police involvement.  If so, the Organisation’s Executive is to contact the police who will usually attend the scene. The police will ask the victim if they wish to lay charges and will inform them of their options, i.e. restraining order.  If the circumstances do not allow discussion re police involvement, the Organisation’s Executive to contact police.

(v)
After the incident senior staff and the Departmental Manager will speak to both parties to review the incident and outline options.  Staff may be extremely distressed and may need to ‘debrief’.  Access to a Clinical Psychologist or counselling through the Occupational Services team may be necessary.
(vi)
An incident report will need to be completed and kept on file.

CONTROLLED DOCUMENT 

Page 3 of 3

