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Policy:

While interactions with clients are usually not unsafe, the possibility of your safety being compromised must be considered.  There is always the potential for confrontations with clients or others in the client’s environment.
Interactions with clients are addressed on a case-by-case basis and require workers to exercise a high degree of professional judgement and integrity.  The following general guidelines should be considered when meeting with clients in the community.

General Guidelines:
· Gather as much information as you can about the client before you go to meet him or her.
· Ensure your supervisor knows where you are at all times by updating of your scheduled meetings including location.
· When you are meeting with a new client or an on-going client and have concerns about the potential for violence you should:
· Gather as much information as possible before the meeting
· Request a third person be present during the meeting
· Meet in a public place, or at the office
These strategies will allow you to assess the client while in a safe environment and take appropriate action.

· Pause for a few seconds when entering the person’s home or the building in which the client is located to assess the situation and to plan a response.

· Observe the environment for signs of used syringes, odours, clutter, other people present, etc.

· Do not allow yourself to be concerned.  Always leave an exit route or situate yourself between the exit and client.

· Sit where you have a good view of the bedrooms or the halls to the bedrooms.  Listen for anyone coming in from an outside door.

· For an interview, stay in the living room or dining room.

· Sit in a hardback chair.  You can get up faster from a firm chair than from a soft sofa.

· Adopt a defensive sitting position.  Sit with your strong leg back and your other leg forward to allow you to get out of your seat quickly without using your hands.

· Leave your shoes on.  If a confrontation arises you need to be able to leave in a hurry.  If you do have to leave your outdoor footwear at the door, carry an extra pair of shoes for indoor use.  If your client does not want you wearing shoes, mention that you have to wear them because of your employer’s health and safety policy.  Wear flat, soled shoes that will permit you to run quickly.

· Don’t carry a purse, leave it at home.  Locking your purse in your car is not recommended since someone may observe where you put your valuables.

· Carry a briefcase for an interview.  Place necessary valuables in your briefcase.

· If you need to carry valuables outside your briefcase, where a joggers pouch.  Try to turn it so it is not visible.

· Be sensitive and aware of the first signs of change in your client’s behaviour or the behaviour of others in the home.

· If you fell the environment is unsafe or becomes unsafe, leave as soon as possible and call for help (police or security) if you need it.

· Report any unusual incidents to your supervisor.

· Don’t wear clothes or jewellery that could easily get hooked or be grabbed by somebody and avoid wearing revealing clothes.

When Someone is Venting:  

· If your client or family member is angry and begins to vent, stand up; you don’t want to be dominated by this person.

· Watch your body language:

· Stay calm

· Stand facing the aggressive person with your feet slightly apart

· Keep your arms at your sides with your palms up; this is less threatening and the individual can see you don’t have a weapon

· Keep your voice calm.  Don’t argue with him or her; speak slowly using simple, precise words and be polite.

· Don’t make eye contact.  Some people find this a threat or a challenge
· Let the person know you are listening; restate what he or she said in your own words

· If possible, move away from the person so there is about six feet between you.  At this distance, it will be more difficult to hit you

· Watch the person’s body language including shaking or clenching fists or a change in posture; he/she may be ready to do something physical

· If the person is quietly looking off into space after a period of venting, he/she may be considering some action to take against you.  You should say something out of the ordinary to get the person’s attention

· If you think you can diver the person, try to give him or her something to do in another room (for example – ask for a glass a water)

· Leave the house if you think the person is going to lose control

Things to Remember:
· Report hazards and potential hazards to supervisor
· Report every incident, however small it may seem, to your supervisor.  If you are nervous, ask for someone else to accompany you on your visit.
· Ensure that there is an adequate assessment of the home environment prior to the first visit.  Use a letter of agreement or service contract with a client to ensure that all parties understand the behaviours and situations that will not be tolerated.
· Attend training sessions on topics such as personal safety or dealing with aggressive behaviour to increase your awareness of preventative measures.
· Let your supervisor know when you are leaving, where you are going and expected return time
· Make sure to take your phone with you for off-site to on-site communications
· If possible back into parking spot for quicker access.
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