Critical Incidence Management Policy and Procedure

This policy and procedure outlines the management of situations, in which clients indicate that they are not happy with the response they are receiving from an employee, volunteer, or student on placement; or an employee, volunteer, or student has experienced difficulties managing a situation.

Rationale

The purpose of the policy is to ensure best quality practice of critical incidence management.  Clients have the right to be treated with the utmost respect, as have advocates, volunteers, students and our other employees.  

This policy provides a guideline to all employees, volunteers and students, about how to manage and report critical incidences with clients.  It outlines the responsibility employees shave to report critical incidences and to ensure that, whoever they reported to, will be taking appropriate actions, where necessary.

Definitions

Critical incidences are situations in which clients:

· are becoming violent and abuse, harass or discriminate against employees or volunteers, or threaten violence towards another employee or volunteer;

· indicate a risk to the health and wellbeing of children in their care; 

· indicate a desire to commit suicide;

· are reporting abuse of children or other vulnerable people, of which they know of, or which they have experienced themselves;

· are reporting abuse, harassment or other inappropriate behaviour of employees or volunteers; 

· threaten to, or are asking to, complain about Disability Advocacy and Complaints Service SA Inc.’s services;

· appear visibly confused or indicate they are experiencing a psychotic episode.

Reporting means that employees and volunteers must report the incidence in writing to the Chief Executive Officer, or if it concerns the Chief Executive Officer, to the Chairperson of Disability Advocacy and Complaints Service SA Inc.

Vulnerable persons are children, young people, people with limited capacities to make their own decisions, and people who have a dependent relationship as a result of their situation, which prevents them from raising complaints about inappropriate behaviour.  For example Disability Advocacy and Complaints Service SA Inc.’s clients all have a dependent relationship with their advocates, hence, they are vulnerable persons in the context of this policy and procedure.

1.  Observance or notification of abuse of or by clients

Any employee, volunteer, client or member of the public can be in a position where they suspect that a vulnerable person has been, or is in the process of being abused.  

Allegations of abuse or inappropriate behaviour against employees or volunteers of Disability Advocacy and Complaints Service SA Inc. must be taken very seriously.

In any case where an employee, volunteer or student is notified of, or has observed any inappropriate behaviour by another employee, volunteer or student, they must take notes of the incidence, and discuss it with the Chief Executive Officer as soon as possible.

Where an employee or volunteer has suspicions that another employee or volunteer may have acted inappropriately, they must also bring their suspicions to the attention of the Chief Executive Officer or Chair of Disability Advocacy and Complaints Service SA Inc.

 If the allegations are raised against the Chief Executive Officer, they must be raised as soon as possible with the Chairperson of Disability Advocacy and Complaints Service SA Inc.  

The Chief Executive Officer or Chairperson will decide what steps to take next, depending on the situation.

In general, Disability Advocacy and Complaints Service SA Inc.’s duty of care demands that any allegation of a breach of the Code of Conduct is thoroughly investigated, as it may have serious consequences.

2.  Allegations of abuse of clients against persons not employed or volunteering for Disability Advocacy Complaints Service of South Australia Inc. 

 Whenever an employee, volunteer or student on placement becomes aware of a possibility of emotional, psychological, physical, sexual or financial abuse against a person with a disability or children, they must inform the Chief Executive Officer or, in the absence of the Chief Executive Officer, the Senior Advocate in charge.

Whenever an employee, volunteer, or student on placement fears that children are at risk of neglect, they must inform the Chief Executive Officer or Senior Advocate.

The Chief Executive Officer will undertake steps necessary to inform the relevant authorities of the possibility of abuse.  Relevant authorities may be the Public Advocate, Child Youth Family Health Services (CYFHS), the police, or, in cases where the person has an assigned social worker, the social worker.

3.  Procedures for encountering violent or abusive behaviour

At no time should an employee be in the office of Disability Advocacy Complaints Service of South Australia on their own, unless the rear door is locked with the security camera turned on, and the front door is locked.

A)  HOLD UP OR LIFE THREATENING SITUATION

There are three methods of calling for outside assistance.

· Use the code name of "LANDLORD" over the phone to another worker, who will notify Police on 000.

· Press the DURESS BUTTON at Reception.  This will silently set off an alarm at the security monitoring station and police will be notified and attend.

· Dial 000 to notify Police

If a hold-up is attempted:

Do nothing, comply with the requests of the offender.

Providing there is no danger to yourself, press the DURESS BUTTON, which will silently alert the security monitoring station and police.

Try to observe any features in addition to normal description.

When offender leaves notify police by dialling 000, if you have not already done so.

All personnel who were present should write a report with a description of the offender and they should not compare notes, but write the report separately.

B)  WHEN A VIOLENT OR AGGRESSIVE CONSUMER PRESENTS AT RECEPTION

You can trust your inner feelings and instincts!

If a client appears agitated, aggressive or potentially violent, do the following:

· Remain behind the reception desk whenever possible.

· Do not argue or disagree with the person.

· Just repeat an appropriate reply in a calm and quiet voice.

· Acknowledge that they are angry and that you understand that they are angry.

Attract the attention of at least one other employee to support you and alert others if necessary, using the code word "LANDLORD"

If the person continues to become more aggressive, you should either carry out the warning procedure below, or notify the Chief Executive Officer (or responsible person available - see list) to carry out the warning procedure.

1st Warning:  inappropriate behaviour being displayed will not be tolerated and person will be asked to leave if it continues.

2nd Warning:  the person will be asked to leave.

If this is ineffective the police should be called, or press the DURESS BUTTON.

NOTE:
If you are a lone worker in the building and feel at risk by phoning the police, press the DURESS BUTTON for silent alarm monitoring and police attendance.

IMPORTANT:  If at any time the situation endangers your safety or life press the DURESS BUTTON.  There are two buttons.  One is located at reception hanging to the right of the door into the central main computer room.  The other is located to the right of the doorframe in the back office.

All personnel who were present and witnessed the incidence or part of it should write a report including the sequence of events and they should not compare notes, but write the reports separately.

C)  IF A CONSUMER ACTS AGGRESSIVELY OR VIOLENTLY WHILE WAITING TO SEE AN ADVOCATE
Administration Officer
Once you have booked the client in, ask them to take a seat and ring through to the advocate involved.  Advise them you will need to speak to them about the "LANDLORD"

Give the code message of "LANDLORD" to another employee to watch reception area whilst you give the advocate concerned details about the client in the privacy of their office or another safe area away from Reception, so as not to aggravate the client further.  

Employee’s action

If you decide not to see the client, ask the administration officer to tell the client that you cannot see him or her.  If possible, the administration officer must notify the Chief Executive Officer and ask assistance in calming the client and explaining that no one is available at this point to deal with their issue.

If you decide to see the client you must collect the portable emergency DURESS BUTTON from reception, or next to the back office, and wear it underneath your clothing so as not to further antagonise the client.  

You must then choose either the Chief Executive Officer’s office or, if that is not possible, Office No 2 and leave the door open.

If no other employee is available make another appointment for the client and remain in the reception area.

Always position yourself closest to a door so you can make a quick exit if necessary.

Never turn your back on a violent client.

D)  BEFORE YOU BEGIN THE INTERVIEW

Choose one of the following options:

1.  Ask the administration officer to ring the room 10 minutes after the start of the interview.  This will give you the excuse to leave the room and assess the situation.

or

2.  Ask the Chief Executive Officer or another advocate to be present during the interview.

or

3.  Ask another employee to knock on the door after 10 minutes and ask to speak to you.  This will again give you time out to review the situation.

E)  CLIENT BECOMES MORE AGITATED AND THREATENING DURING THE INTERVIEW

1.
If you feel you cannot calm the client down and you feel unsafe, you must act with your safety as the first priority.

2.   End the interview and/or make an excuse to get out of the room immediately or directly summon assistance from other employees.  This can be done by the use of the code "LANDLORD" over the phone or directly, or by pressing the portable DURESS BUTTON, which will alert Police.

F)   CLIENT REFUSES TO LEAVE

1.
Do not attempt to evict them.  You can advise them that they can wait all day if they wish but that we are unable to help them further at the moment.

2.   However if their behaviour threatens life or property, safety of the people in the building is of paramount concern.  You, or the responsible person available, must call the Police or press the DURESS BUTTON, and if necessary evacuate the building (using the standard fire evacuation procedures).  Telephones and the alarm (fire) bell are to be used to alert other employees and request assistance.

G)  AFTER HOURS PROCEDURE

At no time should a worker be in the office on their own, unless all doors are locked.


If an advocate or employees at the reception desk believe there is any possibility at all of violence from a client during an interview they should not make appointments after hours.  All after hours appointments must be approved by the Chief Executive Officer.

H)  HOME VISITS

If there is any reason to suspect that a client or their home situation may be violent do not visit the client at their home under any circumstances.  Phone Crisis Care or Police to attend, if you need assistance.

For all home visits employees and volunteers must follow the procedures outlined in the policy on home visits and meetings outside of the office.

4.  Reporting of and debriefing after Critical Incidences

The Chief Executive Officer (or responsible person in Chief Executive Officer's absence) must be notified when:

· any employee has been involved in dealing with violent or aggressive behaviour from a client or member of the public

· any employee has been subjected to violent or aggressive behaviour

· the "LANDLORD" code has been used

· the DURESS BUTTON has been activated

· the police have been phoned.

The Chief Executive Officer must ensure that any employee who is involved in or subjected to violent or aggressive behaviour has the opportunity to have a debriefing session within 24 hours, and on-going support as required.

Any employee who has had contact with a violent or aggressive client must give the name of this client to the Chief Executive Officer.  The Chief Executive Officer has the responsibility to ensure that all such names are passed to administration officer and that the client's file is marked with a red stripe alongside the file number.

If any such named clients present at Reception, threaten to present, or request a home visit, the following employees must be notified:

· Chief Executive Officer (or responsible person available)

· Administration officer, if the threat to present was made to another employee,

· Any employee who has had dealings with or been threatened by named client or person.

If any such named client phones Disability Advocacy Complaints Service of South Australia the call must be put through to the Chief Executive Officer (or responsible person in the Chief Executive Officer's absence) or a message must be taken.

If a client has displayed aggressive or violent behaviour but a warning was unable to be given at the time, it is the responsibility of the Chief Executive Officer to ensure that a verbal or written warning is given to that client.  The warning should describe the incident and state that such behaviour will not be tolerated by the Disability Advocacy and Complaints Service SA Inc.  If behaviour is ever repeated the police will be called immediately.  The case notes must be transferred to a manila folder with a red stripe next to the file number and a notation must be placed in the front of the case notes that a warning has been given to the client.

REMEMBER

Case notes contained in a manila folder with a red dot or stripe indicate that the client concerned has exhibited violent, aggressive or threatening behaviour.

If you are an employee who has been alerted to the danger or been asked to assist, your priority must be to help your colleague and to ensure the safety of all other clients and personnel present.

Be calm, orderly and responsible for self and others.  Do not try to be the heroine or hero.

Endorsed by Management Committee:

Date:

Signatories:

Chair Person






Secretary


Review Cycle:



Three Yearly
Due for Review: 


May 2012



CriticalIncidencepolicy
                    24 August 2009
7

