Disclaimer: Any references to legislation such as the Manitoba Workplace Safety and Health Act or Regulation or Standards, Codes of Practices or Guidelines are for convenience sake only.  The original text must be consulted for all intents and purposes of applying and interpreting the law.


Safe Work Practice
Dealing with Irate Customers
This task may only be performed by trained and authorized personnel.
	Facility:


	Written By:


	Approved By:


	Date Created:


	Date of Last Revision:



	Hazard Present:
· Working alone
	Personal Protective Equipment
(PPE)

or Devices Required:


	Additional Training 
Requirements:
· Violence and Harassment 
· Working Alone

	NOTE: All practices obtained from mySafetyAssistant™, operator manuals or other samples must have the consultation of workers and be thoroughly reviewed to ensure they are accurate for your workplace and your jobs!
How to Identify a Potentially Violent Person

Stop,  look and listen for body language 
Violent people display visual clues that let you know that they may take action: 

· Facial expressions may display scowls, sneers and angry eyes 

· They may pace back and forth, use exaggerated motions or gesture with their hands or body.

· They may appear pale, or flushed or may be perspiring visibly

· They may be using a loud tone of voice, swearing or talking to themselves

If you observe any of these body language clues be cautious and be prepared to react (i.e. escape or defend yourself).

1. Irate / violent customers or workers in the shop; or strangers entering the shop
i. If you notice strange activity that could be threatening to yourself or others, lock the outside doors and advise your supervisor and other workers in the area.

ii. If you witness and altercation between two people whether workers, visitors or strangers in the shop, assess the scene for safety for yourself and other bystanders.  If necessary, instruct workers or bystanders to leave the area

iii. Interrupt the parties involved in the altercation by calling out to them to stop and advise them that senior management is being notified

iv. Summon or report to a supervisor or the general manager

v. If the altercation continues to escalate, do not interfere so as not to harm yourself

vi. Never allow your escape route to be blocked or turn you back to violent parties.

vii. Remain at a safe distance and call 911

viii. Be prepared to give statements to police about what you saw and heard

REPORT ANY HAZARDOUS SITUATIONS TO YOUR SUPERVISOR



	Guidance Documents / Standards/ Applicable Legislation /Other:

Guidance Documents:

· Safe Manitoba Guideline for preventing harassment and violence in the workplace
Manitoba Workplace Safety and Health Regulation, MR 217/2006 as amended:

· Part 2.1.1 Safe Work Procedures
· Part 9 Working alone

· Part 11 Violence in the Workplace

	This Safe Work Practice will be reviewed any time the task, equipment, or materials change and at a minimum every three years




This Safe Work Practice has had the consultation of the following workers: 
Name_____________________  Signature ____________________   Position  _______________     Date: _________

Name_____________________  Signature ____________________   Position  _______________     Date: _________

Name_____________________  Signature ____________________   Position  _______________     Date: _________
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