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policy


Queensland Meals on Wheels Limited will identify and address safety and security issues for all staff and volunteers and those who utilise the meal service. 

rationale

Queensland Meals on Wheels Limited understands that:  

· Negative aggression includes physical aggression (behaviour that results in harm to oneself or another, or destruction of property) and verbal aggression (threats or gestures that evoke fear in another, whether intentionally or not);
· Violent behaviour produces damaging or hurtful effects, both physical and/or emotional on other people;
· There is a potential for staff/volunteers to be victims of negative aggression and/or violent behaviour;
· Violent behaviour is not acceptable.
Stages of negative aggression can be:

· Increasing anxiety – person exhibits diverse minor changes, such as staring, shaking, indirect eye contact, gritting teeth, tapping of hands or feet and biting nails. Other symptoms include sweating and rapid breathing;
· Exaggerated behaviour – person may move around more, yelling, pacing or slamming doors. A person may walk away from you or refuse to talk;
· Verbal threats – person starts making threats. e.g. person may say “I’m going to kill you’;
· Physical aggression or violence; 

· A person may demonstrate violent behaviour, they may have a weapon such as a knife or gun or may pick up an item to use as such or the person could use their fists. Object of their aggression may be themselves, an object, another person known or unknown to them.
Process 

Where practicable, the Service Manager will be informed immediately or as soon as practical of any incident such as the following:

Threats:
· All staff/volunteers must take threats very seriously and report them immediately or as soon as possible after incident;
· All staff/volunteers are to report incident to Service Manager/Kitchen Supervisor for the documenting of threat or violent behaviour;
· Service Manager will notify the State Manager of any recorded incident;
· Service Manager will notify client’s carer or next of kin after incident is reported;
· Service Manager will secure the Incident form  and clients confidential file in a locked filing cabinet;
Service Manager will: 

· If known, ensure all staff/volunteers are aware of the situation prior to initial contact;
· If known, that a violent and/or threatening client is likely to visit the kitchen, the following strategies are to be used to cope with the situation;
· Should you find yourself in such a situation;
· Remain as calm as possible;
· Remove yourself as soon as possible;
· Speak quietly and in a non-threatening manner;
· Place yourself close to the door so that you are between the door and the client, for ease of exit (always ensure all exits are kept clear of rubbish or other items);
· Summon assistance if able to do so.
Delivering Meals 

· Where danger is a possibility, meal deliveries will need to be attended by at least the normal two delivery volunteers;
· Delivery volunteers should definitely avoid working alone and should avoid seeing clients after hours;
· If staff/volunteers are concerned about delivering a meal to a client, negotiate a backup system with at least one of the following to be present at delivery time;
· Next of kin or family member;
· Neighbour;

· Another delivery volunteer other than the normal two delivery volunteers;
· All staff/volunteers must not give out personal phone numbers without the prior consent of the owner;
· The Service Manager is to ensure that clients have recognised emergency or hospital phone numbers for out of hours contact;
· Queensland Meals on Wheels Limited shall offer and encourage the use of counselling and debriefing sessions after any incident for all staff/volunteers. 
Standard reference

	Australian Aged Care Quality Standard:
	                                                    Standard 7 Standard 8 b c
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