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Workplace Violence: 

Employee Training 


Suggested Support Items for this Presentation:

· Computer

· PowerPoint Projector

· Laser Pointer

· Microphone (if given in large room)

· Access to FEMA Network/Intranet

· Supporting Documents [may be opened electronically; if printed, 1 copy for class review is sufficient]

· FEMA Instruction 1200.1 and Appendices; November 2000

· DHS Workplace Violence Prevention Procedures; July 2006
· Workplace Violence: Issues in Response; FBI, March 2004

IT IS SUGGESTED TO CHECK THE WEB SITE OF THE BUREAU OF LABOR STATISTICS FOR INFORMATION THAT MAY BE USEFUL AND CURRENT IN THE TRAINING (www.bls.gov)

Also try to have examples of recent Workplace Violence incidents for each of the types (newspaper articles, Web pages, media reports, etc.).

Slide 2


[image: image2.emf]2

DF505 Workplace Violence

COURSE OBJECTIVES:



Define workplace violence in accordance with the FEMA 

1200.1 policy and the DHS memo referenced in the 

course.



List the 4 types of work place violence.



Identify 3 warning signs or behaviors of potential 

workplace violence.



List the action steps taken in response to workplace 

violence.



Identify 3 ways to prevent workplace violence. 
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DF505 Workplace Violence

DHS/FEMA POLICY REGARDING 

WORKPLACE VIOLENCE:

“Acts of violence, harassment, 

intimidation, or otherwise 

disruptive behavior by or against 

FEMA staff will not be tolerated.”

R. David Paulison, FEMA Administrator


· FEMA Instruction 1200.1, November 2000

· DHS Workplace Violence Prevention Procedures, July 2006

This covers not only acts of physical violence, but threats, harassment, intimidation and other disruptive behavior.

This behavior can include oral or written statements, gestures or expressions that communicate a direct or indirect threat of physical harm. 

This applies to all FEMA employees, contractors and personnel from other agencies who are performing official duties in support of FEMA’s mission. 
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DF505 Workplace Violence

Behaviors can include but are not limited to:

Homicide  Other Physical Assaults

Stalking Domestic Violence

Threats Harassment

Bullying Emotional Abuse

Intimidation

Other forms of conduct that create anxiety, fear, 

and a climate of distrust in the workplace.

DHS/FEMA POLICY REGARDING 

WORKPLACE VIOLENCE:


· FEMA Instruction 1200.1, November 2000

· DHS Workplace Violence Prevention Procedures, July 2006
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DHS/FEMA POLICY REGARDING 

WORKPLACE VIOLENCE:

• Reports of incidents will be taken seriously 

• Perpetrators will be subject to disciplinary 

action, criminal penalties, or both.


All reports of incidents will be taken seriously and dealt with appropriately. Individuals who commit such acts may be removed from the premises and may be subject to disciplinary action, criminal penalties, or both.
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DF505 Workplace Violence

EMPLOYEE RESPONSIBILITES: 

• Respect all persons and government property, 

and refrain from threatening, harassing, 

intimidating, or dangerous behavior.

• Report violent acts or threats of violence.

• Reporting false information or making unfounded 

complaints against others. 

• Attend violence in the workplace training. 

• Cooperate and participate in efforts 

recommended to resolve workplace concerns.


Employees:

It is the responsibility of all employees, including other persons supporting FEMA’s mission, to:

Respect all persons and government property, and refrain from behavior that could be perceived as threatening, harassing, intimidating, or dangerous to yourself or others.

Report violent acts or threats of violence to your immediate supervisor, the Security Division or the Employee and Labor Relations Division. Information regarding a threat or harmful act, where you reasonably believe that the circumstances may lead to a harmful act, should be reported immediately. Instructor should have facility specific phone numbers and other contact information available for the class.

Refrain from reporting false information or making unfounded complaints against others. Any individual who knowingly makes a false report or unfounded complaint will be subject to disciplinary action and may also result in referral to the Office of Inspector General for investigation and possible criminal prosecution. 

Attend violence in the workplace training. Training is mandatory for FEMA employees, and attendance is encouraged for other individuals employed at FEMA facilities.

Cooperate and participate in efforts recommended to resolve workplace concerns.
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• Respect and Accountability

• Zero tolerance for workplace violence

• Monitor, assess, and respond to questionable  

behavior or prohibited conduct

• Recognize warning signs and report immediately

• Preserve confidentiality

• Attend Workplace Violence for Managers and 

other training

• Provide guidance regarding EAP

MANAGEMENT RESPONSIBILITES:


MANAGERS and SUPERVISORS

Must promote an environment which strives to minimize the likelihood of violence for employees under their supervision by:

Demonstrating respect for all employees and holding them accountable for their behavior.

Refusing to tolerate harmful, threatening, intimidating, harassing, disruptive, or other inappropriate behavior in the workplace.

Monitoring, assessing, and responding to employee complaints, credible reports of threats, questionable behavior, or prohibited conduct.

Observing the warning signs of inappropriate or prohibited behavior and immediately reporting employee complaints and other questionable actions to the Security Staff and your supervisor. In instances of imminent danger, immediately contact 9-1-1 or other appropriate law enforcement authorities and a member of the local Crisis Management Team.

Preserving the confidentiality of employee complaints by sharing information only with those who have a need to know in order to carry out official government business. Incident reports, related information, and the privacy of persons involved must be protected, just as in other sensitive and confidential personnel matters. The exception is when there is evidence of a direct threat or potential harm to self or others.

Must attend violence in the workplace training and ensure that subordinate staff attend the training, as well. Managers and supervisors are encouraged to take advantage of other training opportunities to improve skills in areas such as: 

· human relations

· interpersonal communications

· conflict management

· defusing hostility

Will encourage employees to seek appropriate assistance through the Employee Assistance Program (EAP).

Slide 8

[image: image8.emf]7

TYPES OF WORKPLACE VIOLENCE:

TYPE 1:

Violent acts by criminals with no connection to the 

workplace, they commit robbery or another crime.

TYPE 2:

Violence directed at employees by any customer 

for whom an organization provides services.

TYPE 3:

Violence against coworkers, supervisors, or 

managers by a present or former employee.

TYPE 4:

Violence committed by someone who doesn’t work 

there, but has a personal relationship with an employee—

an abusive spouse or domestic partner.


FBI Workplace Violence: Issues in Response

INSTRUCTOR: Have examples (newspaper articles, Web pages, media reports, etc.) of recent Workplace Violence incidents for several of the types.

Workplace Violence falls into four broad categories. 

They are:

TYPE 1: Violent acts by criminals who have no other connection with the workplace, but enter to commit robbery or another crime.

TYPE 2: Violence directed at employees by customers, clients, patients, students, inmates, or any others for whom an organization provides services.

TYPE 3: Violence against coworkers, supervisors, or managers by a present or former employee.

TYPE 4: Violence committed in the workplace by someone who doesn’t work there, but has a personal relationship with an employee—an abusive spouse or domestic partner.
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TYPES OF WORKPLACE VIOLENCE:

TYPE 1:

Violent acts by criminals with no connection to the 

workplace, they commit robbery or another crime.

• 80% of workplace homicides 

• motive = theft

• weapon

• targets particular occupational groups: 

- taxi drivers (highest risk of being murdered)

- late-night retail or gas station clerks

- night duty 

- isolated locations or dangerous neighborhoods

- those who carry or have access to cash


TYPE 1: Violent acts by criminals who have no other connection with the workplace.

· Accounts for the vast majority, nearly 80%, of workplace homicides; motive is usually theft.

· In many cases, the criminal is carrying a gun or other weapon, increasing the likelihood that the victim will be killed or seriously wounded. 

· This type falls heavily on particular occupational groups such as taxi drivers (carries by far the highest risk of being murdered), late-night retail or gas station clerks, others who are on duty at night, those who work in isolated locations or dangerous neighborhoods, those who carry or have access to cash.
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TYPES OF WORKPLACE VIOLENCE:

TYPE 2:

Violence directed at employees by any customer for 

whom an organization provides services.

• unpredictable

• triggered by an argument, anger or denial of service

“FEMA has not received enough insurance documentation from 

you to support your application for assistance.”

• Disaster Recovery Centers and 

IA/CR Field Personnel are

especially vulnerable


TYPE 2: Violence directed at employees by customers, clients, patients, students, inmates, or any others for whom an organization provides services.

· Can be very unpredictable.

· Triggered by an argument, anger at the quality of service or denial of service, delays, or some other precipitating event. “FEMA has not received enough insurance documentation from you to support your application for assistance.” Often the first letter disaster applicants receive from FEMA is a Denial Letter.

· Disaster Recovery Centers and IA/CR Field Personnel can be especially vulnerable to this type.
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TYPES OF WORKPLACE VIOLENCE:

TYPE 3:

Violence against coworkers, supervisors, or 

managers by a present or former employee.


TYPE 3: Violence against coworkers, supervisors, or managers by a present or former employee.
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TYPES OF WORKPLACE VIOLENCE:

TYPE 4:

Not an employee of the site but has a personal 

relationship with an employee

• warning signs reached through observable behavior

• warning signs ignored 

- not important 

- none of their business

• threat for workplace conduct standards ≠ criminal offense

• unaware of how to access assistance regarding real and 

potential risks

• knowledge can mitigate or prevent the potential for 

violence


TYPE 4: Violence committed by someone who doesn’t work there, but has a personal relationship with an employee—an abusive spouse or domestic partner.

· Greater chance that some warning sign will have reached the employer in the form of observable behavior.

· However, in many cases, employees ignore warning signs because they believe they are not important or that it is none of their business.

· The definition of a threat for workplace conduct standards is not the same as the definition of a threat as a criminal offense.

· Training and awareness are paramount.

· A major hindrance is being unaware of how to access assistance in making determinations regarding real and potential risks.

· Knowledge of behaviors or situations, along with the appropriate prevention programs, can at the very least mitigate the potential for violence or prevent it altogether.
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DF505 Workplace Violence

BEHAVIORS AND WARNING SIGNS:

• no fail-safe measures 

• prevention improves with increased awareness of  

potential warning signs and rapid response

• early action and intervention

• studies indicate violent occurrences rarely happen   

without some warning

• patterns of behavior 

However, not everyone exhibiting warning signs 

will become violent. 


There are no fail-safe measures to ensure that violence will not occur. Our chances to prevent acts of violence greatly improve with increased awareness of potential warning signs and rapid response to a potential problem. 

Early action and intervention can serve to diffuse a potentially dangerous situation and prevent the occurrence of violence.

Studies indicate violent occurrences rarely happen without some warning. Before actually becoming violent, there are patterns of behavior or other activities that may serve as warning signs of violence. 

However, not everyone exhibiting warning signs will become violent. 
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BEHAVIORS AND WARNING SIGNS:

Examples:

• Concealing or using a weapon

• Obsession with weapons

• Physically assaulting a co-worker

• Direct or indirect threats

• Stalking, harassing or showing undue 

focus on another person

Range from property damage to verbal abuse, threats, 

harassment or physical assault.


Examples of violent behavior range from property damage to verbal abuse, threats, harassment or physical assault. The following list is not intended to be all inclusive but provides some examples:

· concealing or using a weapon

· obsession with weapons

· physically assaulting a co-worker

· making direct or indirect threats, either in person or in writing, through phone calls or electronic mail

· stalking, harassing or showing undue focus on another person

Continues on next slide…
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BEHAVIORS AND WARNING SIGNS:

Continued from previous slide:

• Intimidating others 

• Instilling fear in others

• Talking about “getting even”

• Throwing or striking objects

• Actions which damage, destroy, or sabotage 

property

• Physically aggressive acts

• Shaking fists, kicking, cursing, pounding on desks, 

punching a wall, angrily jumping up and down, 

and screaming at others.


Click to play video. If the video does not work, click on the other link in the main folder of documents.

Continued from previous slide:

· intimidating or instilling fear in others

· talking about “getting even”

· throwing or striking objects

· actions which damage, destroy, or sabotage property

· physically aggressive acts, like shaking fists at another person, kicking, verbally cursing at others, pounding on desks, punching a wall, angrily jumping up and down, and screaming at others.
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DF505 Workplace Violence

BEHAVIORS AND WARNING SIGNS:

Three levels of warning signs before violence occurs.

Level One (Early Warning Signs)

The person exhibits intimidating behaviors which are:

• Discourteous/disrespectful

• Uncooperative

• Verbally abusive


Violence and the warning signs that typically occur can usually be identified at three levels. 
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BEHAVIORS AND WARNING SIGNS:

Level Two (Escalation of the Situation) 

The person:

• Argues with customers, vendors, co-workers, and 

management

• Refuses to obey agency policies and procedures

• Sabotages equipment and steals property for revenge

• Verbalizes wishes to hurt co-workers and/or management

• Sends threatening note(s) to co-worker(s) and/or 

management

• Views self as victimized by management (me against them)


It should be noted that any one or combination of warning signs at the three levels may be indicative of a potentially violent situation.
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Level Three: Further Escalation 

(Usually Resulting in an Emergency Response)

The person displays intense anger resulting in:

• Suicidal threats

• Physical fights

• Destruction of property

• Display of extreme rage

• Utilization of weapons to harm others

BEHAVIORS AND WARNING SIGNS:
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RESPONSES BASED ON WARNING 

SIGNS AND BEHAVIORS:

Level One (Early Warning Signs)

The person exhibits intimidating 

behaviors which are:

• Discourteous/disrespectful

• Uncooperative

• Verbally abusive

Employee Response:

1) Observe the behavior in question

2) Report concerns to your supervisor 

to seek help in assessing and 

responding to the situation

3) Document the observed behavior in 

question

Supervisor Response:

1) Supervisor should meet with the 

offending employee to discuss 

concerns


If the offending employee is the reporting employee's immediate supervisor, the employee should notify the next level of supervision.

If the offending person is not an employee, the supervisor of the employee reporting the incident is still the appropriate individual to receive and provide initial response.

Slide 20

[image: image20.emf]19

DF505 Workplace Violence

RESPONSES BASED ON WARNING 

SIGNS AND BEHAVIORS:

Level Two 

(Escalation of the Situation) 

• Argues with customers, vendors, co-

workers, and management

• Refuses to obey agency policies 

and procedures

• Sabotages equipment and steals 

property for revenge

• Verbalizes wishes to hurt co-

workers and/or management

• Sends threatening notes to co-

workers and/or management

• Views self as victimized by 

management (me against them)

Employee Response:

1) Call 911, if warranted

2) If necessary, secure your own safety 

and the safety of others

3) Immediately contact the supervisor

4) Document the observed behavior in 

question

Supervisor Response:

1) Call for assistance in 

assessing/responding, if needed

2) Avoid an audience when dealing 

with the employee

3) Remain calm, speaking slowly, 

softly, and clearly 

4) Ask the employee to sit down; see if 

s/he is able to follow directions


(1) Call 911 and other appropriate emergency contacts (such as Federal Protective Service) for that particular facility, particularly if the situation requires immediate medical attention and/or law enforcement personnel.

(2) To include contacting people who are in danger (make sure emergency numbers for employees are kept up-to-date and accessible).

(3) The supervisor will contact other appropriate officials such as functional area experts to seek help in assessing/responding to the situation.
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DF505 Workplace Violence

RESPONSES BASED ON WARNING 

SIGNS AND BEHAVIORS:

Level Two 

(Escalation of the Situation) 

• Argues with customers, vendors, 

co-workers, and management

• Refuses to obey agency policies 

and procedures

• Sabotages equipment and steals 

property for revenge

• Verbalizes wishes to hurt co-

workers and/or management

• Sends threatening notes to co-

workers and/or management

• Views self as victimized by 

management (me against them)

Supervisor Response:

5) Ask questions relevant to the 

employee's complaint such as:

What can you do to try to regain 

control of yourself?

What can I do to help you regain 

control?

What do you hope to gain by 

committing violence?

Why do you believe you need to be 

violent to achieve that?

6) Try to direct the aggressive 

tendencies into another kind of 

behavior so that the employee sees 

that there are choices about how to 

react.
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RESPONSES BASED ON WARNING 

SIGNS AND BEHAVIORS:

Level Three

(Further Escalation -- Usually 

Resulting in an Emergency 

Response) 

The person displays intense anger 

resulting in:

• Suicidal threats

• Physical fights

• Destruction of property

• Display of extreme rage

• Utilization of weapons to harm 

others

Employee Response:

Any individual observing violent or 

threatening behavior which poses an 

immediate danger to persons or 

property is expected to:

1) Call 911 or other appropriate 

emergency contacts

2) Secure your personal safety first

3) Leave the area if safety is at risk

4) Remain calm and contact supervisor

5) Cooperate with law enforcement 

personnel when they have 

responded to the situation


Call 911 or other appropriate emergency contacts (such as Federal Protective Service) for that particular facility, particularly if the situation requires immediate medical attention and/or law enforcement personnel.

Once law enforcement personnel are on the scene, they will assume control of the situation. Witnesses should be prepared to provide a description of the violent or threatening individual, details of what was observed, and the exact location of the incident.
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PREVENTION OF WORKPLACE 

VIOLENCE:

Work Environment

Minimize negative feelings

Steps to a healthy work environment:

• Communication

• Professional development opportunity

• Foster a family-friendly work environment

• Non-judgmental mechanisms for complaints & concerns

• Promote "quality of life" 

• Maintain impartial and consistent discipline


The best prevention strategy is to maintain an environment which minimizes negative feelings, such as isolation, resentment, and hostility among employees.

Although no workplace can be perceived as perfect by every employee, there are several steps that management can take to help create a professional, healthy, and caring work environment.

Expanded description:

· Promoting sincere, open, and timely communication among managers, employees, and union representatives

· Offering opportunities for professional development

· Fostering a family-friendly work environment

· Maintaining mechanisms for complaints and concerns and allowing them to be expressed in a non-judgmental forum that includes timely feedback to the initiator

· Promoting “quality of life” issues such as pleasant facilities and job satisfaction

· Maintaining impartial and consistent discipline for employees who exhibit improper conduct and poor performance
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PREVENTION OF WORKPLACE 

VIOLENCE:

Security

Maintain a secure and physically safe workplace. 

These may include: 

• Employee photo identification badges

• On-site guard services

• Guard force assistance in registering and directing visitors

• Respond to requests for assistance

• Other appropriate security measures, i.e. metal detectors


The Agency uses a variety of security measures to help ensure a secure environment. Maintaining a secure and physically safe workplace is part of any good strategy for preventing workplace violence. The measures used depend on the resources available in the area. Some are obvious, some are not.

These may include: 

· Employee photo identification badges

· On-site guard services

· Guard force assistance in registering and directing visitors in larger facilities

· FEMA Security staff and the Federal Protective Service to respond to requests for assistance

· Other appropriate security measures, i.e. metal detectors

Employees should notify the appropriate security office or designated police of suspicious or unauthorized individuals on Agency property.

Additional law enforcement assistance is available through local police departments for emergency situations.
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PREVENTION OF WORKPLACE 

VIOLENCE:

Education

• Workplace Violence Awareness Training Education:

- Communications

- Conflict resolution

- Managing anger 

- Stress reduction


Education and communication are also critical components of any prevention strategy. 

· Workplace Violence Awareness Training

· What it is

· What to do when faced with possible problems

· Employee and management responsibilities

· Early intervention techniques

· Who to call for assistance

· Offering education in:

· Communications

· Conflict resolution

· Managing anger 

· Stress reduction

Some sample courses to advise of:

IS 242
Effective Communication

DF305
Taking Care of Employees

DF403
Solving Problems and Making Decisions

DF404
Thriving in Change

DF405
Working Through a Disaster

DF418
Resolving Conflicts

DF419
Working As Part of a Team
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PREVENTION OF WORKPLACE 

VIOLENCE:

Performance/Conduct Indicators

These signs may be present in:

• perpetrators of violence

• those who are victims

• those involved in domestic violence

Examples:

• Attendance Problems

• Adverse impact on supervisor's time 

• Decreased productivity


Being aware of performance and/or conduct problems which may be warning signs of potential trouble are good prevention strategies.

These signs may be present in:

· perpetrators of violence

· those who are victims

· those involved in domestic violence

Although it is possible that only one of these indicators will occur, it is more likely that a pattern will occur or that they will represent a change from normal behavior. The presence of any of these characteristics does not necessarily mean a violent act will occur. They may be indicators of another type of problem such as being ill, depressed or bereaved.

Some examples are:

· Attendance problems—such as excessive sick leave, excessive tardiness, leaving work early, improbable excuses for absences

· Adverse impact on supervisor's time—spends an inordinate amount of time coaching and/or counseling employee about personal problems, re-doing the employee's work, dealing with co-worker concerns

· Decreased productivity—making excessive mistakes, using poor judgment, missing deadlines, wasting work time and materials
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PREVENTION OF WORKPLACE 

VIOLENCE:

More examples:

• Inconsistent work patterns

• Concentration problems

• Safety issues

• Poor health and hygiene

• Unusual/changed behavior 

• Evidence of possible drug or alcohol use/abuse

• Evidence of serious stress in the employee's personal 

life

• Continual excuses and blaming 

• Unshakable depression


More examples:

· Inconsistent work patterns—alternating periods of high/low productivity, quality of work, exhibiting inappropriate reactions, overreacting to criticism and mood swings

· Concentration problems—becoming easily distracted, difficulty recalling instructions, project details, deadline requirements

· Safety issues—disregarding personal safety, disregarding equipment and machinery safety, taking needless risks

· Poor health and hygiene—marked changes in personal grooming habits

· Unusual/changed behavior—inappropriate comments, threats, throwing objects

· Evidence of possible drug or alcohol use/abuse

· Evidence of serious stress in the employee's personal life—crying, excessive personal phone calls, recent change in family/relationship status

· Continual excuses and blaming, such as inability to accept responsibility for even the most inconsequential errors

· Unshakable depression as exhibited by low energy, little enthusiasm and/or despair
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PREVENTION OF WORKPLACE 

VIOLENCE:

Employee Support Services

Agency resources are available

Employee Assistance Program

(EAP)

• alcohol/substance abuse

• stress and grief

• family problems

• psychological disorders

Alternative Dispute Resolution

(ADR)

Variety of dispute resolution methods 

that serve as alternatives to litigation 

and formal administrative procedures. 


A variety of agency resources are available to assist employees to deal effectively with problems that originate or are brought to the workplace. 

Employee Assistance Program (EAP) 

· Basic EAP services include free, voluntary, short-term counseling and referral regarding alcohol/substance abuse, stress, grief, family problems, and psychological disorders.

· EAP counselors also work in a consultative role with managers and supervisors to help address employee and organizational challenges and needs. Many EAPs are active in helping organizations prevent and cope with workplace violence, trauma, and other emergency response situations. 

Alternative Dispute Resolution (ADR)

· ADR refers to a variety of dispute resolution methods that serve as alternatives to litigation and formal administrative procedures. 

· ADR processes are informal methods that help people resolve their disputes in creative, productive, and non-adversarial ways. 

· ADR is designed to promote satisfying solutions, fair procedures, and constructive professional relationships.
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BY SUPPORTING EACH OTHER,

WE ALL BENEFIT

EAP

ADR

MANAGEMENT 

TEAM

FELLOW 

EMPLOYEES

EEO

TRAINING

SUPPORT 

FOR

EMPLOYEE

UNION

SECURITY


There are many avenues of support available for employees.
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LINKS AND REFERENCES:

EAP:

http://www.opm.gov/Employment_and_Benefits/WorkLife/H

ealthWellness/EAP/index.asp

www.foh4you.com

ADR:

http://online.fema.net/adr/

FEMA Instruction 1200

DHS Policy July 2006

Workplace Violence: Issues in Response; FBI March 2004
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PREVENTION OF WORKPLACE VIOLENCE:





Performance/Conduct Indicators



These signs may be present in:



		perpetrators of violence

		those who are victims

		those involved in domestic violence





Examples:



		Attendance Problems

		Adverse impact on supervisor's time 

		Decreased productivity





Being aware of performance and/or conduct problems which may be warning signs of potential trouble are good prevention strategies.

 These signs may be present in:

	perpetrators of violence

	those who are victims

	those involved in domestic violence



Although it is possible that only one of these indicators will occur, it is more likely that a pattern will occur or that they will represent a change from normal behavior. The presence of any of these characteristics does not necessarily mean a violent act will occur. They may be indicators of another type of problem such as being ill, depressed or bereaved.



Some examples are:

• Attendance problems – such as excessive sick leave, excessive tardiness, leaving work early, improbable excuses for absences

• Adverse impact on supervisor's time spends an inordinate amount of time coaching and/or counseling employee about personal problems re-doing the employee's work dealing with co-worker concerns

• Decreased productivity - making excessive mistakes, using poor judgment, missing deadlines, wasting work time and materials
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