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1. Introduction

Workplace violence is not an exception that occurs only in individual workplaces but takes place in one
form or another in virtually every organisation in the HORECA sector. However, every incident is one
too many and can have massive consequences in the long run, not only for the people involved but
also for the company. Therefore, to establish a Methodology for identifying and Assessing Risks of
Work-related violence hazards, WEED OUT made a survey to capture the understanding of

occupational violence among the HORECA staff.

2. About WEED OUT

WEED OUT project is funded by the European Commission’s Erasmus + programme. The project started
in November 2021 and lasts for 2 years. This project will design a unique training program and develop
the relevant tools for HORECA management to prevent, identify and manage occupational violence. In
the case of occupational violence, preventive measures may not eliminate incidents of violent
behaviours completely but will reduce them considerably and discourage future ones. HORECA is a
sector where occupational violence thrives, primarily because it is manned by people with lower
formal qualifications or very little training or comes from vulnerable groups of the population such as
young people, women with family responsibilities, migrants, or members of ethnic minorities.
Workplace violence is a health and safety hazard. All hazards require preventive measures to minimize
the risk of them occurring. It is important therefore for HORECA management to know how to
effectively defuse any such threat. In business, all these hazards are identified and described within a
Risk Assessment Plan which is a part of a wider Occupational Health and Safety (OHS) management
plan. Most OHS plans, although they recognize Occupational Violence as a risk, they often offer
superficial remedies that touch the awareness level. HORECA faces chronic labour shortages, and the
current levels of workplace violence may demotivate people to seek employment there. Furthermore,
workplace violence has a ripple effect on society, the economy, and the quality of life of Europeans.
There is a need for drastic actions to defuse the situation and reverse the current negative labour
conditions in the HORECA sector. People working in the HORECA sector are entitled to have safe and

healthy working environments. It is time to "Weed out Occupational Violence from HORECA"!
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Project Objectives:

Enhance the role of VET in the effective prevention and management of workplace violence in
HORECA.

Increase awareness among management and stakeholders.

Offer HORECA managements training to manage their Occupational Health and Safety
management plans against workplace violence.

Foster inclusive, healthy and safe HORECA employment.

Improve the Occupational conditions in the sector to attract more labour.

Manage the emotional, social and psychological stress of the victims.

Contribute to a violence-free Tourism and Catering sector in Europe.

3. Methodology for identifying and Assessing Risks at Work

3.1.

Why do we need a Methodology?

Work-related violence hazards generally arise as a result of:

- the work environment;

- the work tasks and how they are carried out;

- the way work is designed and managed.

Typical hazards that give rise to work-related violence include:

- handling cash, drugs or valuables

- working alone, working in isolation, working in the community and working at night

- providing services to distressed, angry or incarcerated people

- enforcement activities.

Sometimes, an employee may be deterred from reporting a violent incident because:

- it is thought to be ‘part of the job’ and nothing can be done about it

- the employee believes that only ‘serious incidents’ are to be reported
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- there is a perception that nothing will happen if the incident is reported
- the employee believes they will be blamed for the incident
- the reporting process is time-consuming and complex

- they just want to forget about it.

Describing a methodology to identify and assess occupational violence in the workplace, will give us a
path. It will help shorten everyone’s learning curve in the sector, including management and staff. It will
provide the minimum standard for the prevention and management of occupational violence risks
across the sector to protect the health, safety and well-being of staff who have the potential to

experience occupational violence.

To define what methodology to follow for identifying and assessing risks within a HORECA
establishment, the partners ran a survey among 263 HORECA employees in total in six EU countries
(Czech Republic, Cyprus, Greece, Latvia, Lithuania and Germany). The purpose of the questionnaire was
to project the nature and frequency of occupational violence in HORECA today and the behavior of the
sector towards it. The results of the survey in each partner country were then discussed with Health
and Safety officers and responsible managers of the sector to clarify their processes for handling

occupational violence incidents.

In conclusion, this activity clearly indicated that the HORECA sector is vulnerable to occupational
violence. The extent of the problem can only be estimated, as what constitutes occupational violence is
not very clear to its workforce. In some countries, mistreating staff may be considered the norm
because neither the perpetrators nor those who are being mistreated value what occupational

violence really is.

Therefore, HORECA needs structured policies and transparent reporting procedures to be developed
and introduced. Staff needs to undergo continuous training on how to recognise and how use these
procedures to report such incidents. The sector needs to be open about this matter and encourage its
staff to report occupational violence incidents; no matter how small or big they are, by offering
incentives and ensuring a secure and transparent environment. This is the only way to discourage

perpetrators for repeating their unlawful behaviour.
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HORECA is a sector where labour shortages are continuous. One of the reasons that have made this
labour problem chronic is occupational violence. By introducing clear and transparent procedures to
manage, this problem will ensure a healthy working environment and will encourage more people to
join the sector. A healthy workplace will subsequently increase production and quality and bring about

a new appreciation of the services provided.

4. Prevention and Management Strategy for any Type of Violence in the
HORECA Industry

4.1. Violence
The term “violence” in the world of work refers to a range of unacceptable behaviours and practices, or
threats thereof, whether a single occurrence or repeated, that aim at, result in, or are likely to result in

physical, psychological, sexual, or economic harm.

4.2. Scope

The violence in the world of work occurring in the course of, linked with or arising out of work:

1. inthe workplace, including public and private spaces where they are a place of work;
in places where the worker is paid, takes a rest break or a meal, or uses sanitary, washing and
changing facilities;

3. during work-related trips, travel, training, events or social activities;

4. through work-related communications, including those enabled by information and
communication technologies;

5. in employer-provided accommodation; and

6. when commuting to and from work.

4.3. The Forms of Violence
There are four categories of occupational violence, which are defined by the person carrying out the

occupational violence.

e Violence through third parties (customer, client, guest, supplier)

According to CDC, (Types of Workplace Violence | WPVHC | NIOSH, 2020) this type of violence

considers the customer/client relationship, patients, their family members, and other visitors. It can
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also be referred to as client-on-worker violence. This type of violence occurs when the violent person
has a legitimate relationship with the business — for example a customer, client, supplier- and becomes

violent while interacting with the business and its employees. (Turner, 2022)

o Worker-on-worker

In this case the perpetrator is the employee or past employee of the business who attacks or threatens
other employees or past employees in the workplace. (Turner, 2022) The violence can be lateral or
vertical and it can include bullying, often verbal and emotional abuse, offensive/vindictive/humiliating
behaviour, homicide. This type of violence is often directed at the person that is viewed as inferior

(supervisor to employee, doctor to nurse, peer to peer etc.)

e Criminal intent

In this type of occupational violence, the perpetrator has no legitimate relationship to the business or
the employees. This type of violence usually happens by incident (robbery, shoplifting, trespassing, acts

of terrorism). (Turner, 2022)

e Personal relationship

In this case, the perpetrator does not have a relationship with the business but has a relationship with
the victim. This often includes victims of domestic violence (ex. The husband of a nurse follows her to
work and threatens her). Even though it may seem personal, this type of violence can have negative
influence on the co-workers and clients in form of physical or emotional damage. (Types of Workplace

Violence | WPVHC | NIOSH, 2020)

Identifying hazards begins by gathering information about the work being performed, and the area in
which it is being performed. Look critically at your work environment. Survey your staff to collect their

observations and insights.

In Annex Il, you can find a proposed Survey.
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When a hazard is identified, it must be evaluated to determine the degree of risk to workers. Then in

the form (Annex 1), considering the above the risk is assessed as a function of the probability of

occurrence and its consequences. If the risk assessment requires it or if it is decided by the

management, with or without the cooperation of the staff, additional measures are taken. A manager

responsible for their implementation is assigned as well as the time frame within which the additional

measures will be implemented.

The risk assessment is done using tables 1, 2 and 3 below as a basis for calculations. The risk is classified

considering the probability (see table 1) and the severity of its consequences (see table 2). The

combination of the two parameters results in the magnitude of the risk (see Table 3).

Table 1: Probability Classification Criteria

5

=N W s

Highly likely event
Quite probable event
Possible event
Rather unlikely

Unlikely event

Risk occurs frequently.

Risk is more likely to occur than not to occur.
Risk may or may not occur.

Risk is more likely NOT to occur than to occur.

Risk is not expected to occur.

Table 2: Criteria for Ranking Severity of Consequences

Very serious
consequences

4 Serious

consequences
) Moderate
consequences
24.10.2022

Very serious accident-causing non-reversible damage and leading to
death (e.g., beating to death, suicide)

Serious accident-causing serious injury/iliness up to and including
disability (e.g., beating and causing disability, amputation, cancer, 3™ or
2" degree burns to a large area of the body, suicide attempt, etc.) and
need hospital.

Injuries and illnesses that cause a small but prolonged or often
recurring strain (such as bruises, scratches, simple fractures,
second-degree burns to a specific part of the body etc.) and need first
aid.
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Low .

2 Bad behaviour
consequences
Very low . .

1 No injury or illness
consequences

Table 3: Risk Assessment

CONSEQUENCES
5 4 3 2 1

5 MODERATE RISK

4 MODERATE RISK

3 MODERATE RISK = MODERATE RISK

2 MODERATE RISK

The result obtained at the evaluation stage is translated into the following actions taken, depending on

the level of their risk (see table 4).
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Table 4: Risk Level and Actions to be taken

RISK LEVEL ACTIONS AND TIIMELINES

Do not start work until the risk is reduced. If it is not possible to
reduce the risk, even with unlimited resources, the ban should

continue.
Do not start work until the risk is reduced. It is possible to reduce

16 — 12 High Risk

the risk, but action needs to be taken immediately.
Actions for a reasonably feasible risk reduction within a specified
10 — 6 Moderate Risk period and with defined measures that will take into account the
implementation costs in terms of the improvement they provide.
No additional control measures are needed.
. Any improvements are at the discretion of the management and the
5 -2 Low Risk ] ] ) )
implementation costs must be considered in terms of the degree of

improvement that will occur.

The WEED OUT consortium was spit into three groups and each group identified forms of occupational
violence for each HORECA sector using the form template of Annex I.

The Risk Assessment results for Hospitality show that Customers apply verbal, psychological, physical,
sexual violence towards staff in all hotel areas. However, violence is exercised also among peers, from
supervisors/managers to subordinates and between staff on the same level.

Special mention should be given to Sexual Harassment and Bullying as these have been found to be
High Risk forms of violence. Sexual Harassment has usually as perpetrators guests, colleagues, or
supervisors.

These risks usually have negative impact on the psychology of the person who violence is applied to,
making them upset and causing them anxiety and phobia. In the case of physical violence, this may have
more serious effects through physical injury.

The responsible member of staff is either the HR Manager (for incidents involving hotel staff) or the
Health & Safety Officer who has the general responsibility of handling risks.

Usually the designated action to reduce risks include the introduction of procedures to handle the most
common risks and the training of staff on how to follow these procedures and/or how to prevent them
from happening.

24.10.2022 9
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The same exercise was applied for the Restaurants sector. Again, the actors involved were either the
staff, peers or clients.

Bullying, Sexual abuse, verbal abuse, spreading rumours/gossiping were the principal types of
psychological violence mong staff and peers. Their adverse results vary from simple headaches to
suicidal tendencies, all affecting staff performance on various levels for small to long periods.

Furthermore, the sector also demonstrates Treatment and Access types of discrimination causing
diverse negative effects, from simple irritation to severe depression, anxiety.

Third part violence, which is directed from customers to staff, is often verbal and more rarely physical.
Here the effects have shorter lengths but higher in frequency.

Management has often the authority to handle such risks but often use the “firefighter” method to
defuse the situation. The designated actions to reduce risks include the introduction of policies to
handle the most common risks and the training of staff to understand and apply these policies.

Finally, the occupational violence Risk Assessment for the Catering sector revealed more or less the
same results as in the Restaurants sector. Also here, the actors involved were either the staff, peers or
clients.

Besides Bullying, Sexual Harassment, spreading rumours/gossiping which were the principal types of
psychological violence mong staff and peers. Their adverse results vary from simple headaches to
suicidal tendencies, all affecting staff performance on various levels for small to long periods.

Furthermore, the sector also demonstrates Treatment and Access types of discrimination causing
diverse negative effects, from simple irritation to severe depression, anxiety.

Third part violence, which is directed from customers to staff, is often verbal and more rarely physical.
Here the effects have shorter lengths but higher in frequency.

Management has often the authority to handle such risks but often use the “firefighter” method to
defuse the situation. The designated actions to reduce risks include the introduction of policies to
handle the most common risks and the training of staff to understand and apply these policies.

24.10.2022
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5. Annex
5.1. Annexl
5.1.1. Risk Assessment Form Template
Hazard Who is Consequences Existing Measures Risk Assessment Additional Measures Responsible [Timeline |Audit |Risk After
affected Possibility [Conseque [Residual Person Additional
Inces Risk Measures

Work Area: .....ccvveuurene.

Violence |Worker (1. % 1.

Other
Employee

Other
Person
3" Party

24.10.2022 11
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Hazard wh | Consequen | Existing Measures Risk Assessment Additional Measures Responsi | Tim | Audit Risk After
ois | ces Possibilit | Cons | Residual ble elin Additional
) Person e Measures
aff y eque | Risk
ect nces
ed
Work Area: Hotel
Violence by r\:\(/or (1) v statt (a)To organise a staff training course [@GM/ HR
€r | Psychologica |~ - on how to react in cases of violence ~ [Manager
Customers (1, | upset instructed not ) , . )
B p 2 olaetinvoned including self-protection and reporting
. (2) Af.'XIEty; in arguments procedure
2], phobia with (b) To put a procedure in place for
3 | (3) physical customers handling each case
Part | injury v Staff to be
4] Life at
[;] [ ]k f trained to take
QL protective
measures
v/In case of
incident,
Supervisor,
Duty manager
and GM to be
informed
asap.
Guest is shouting [11,[2], (1) As above 6 As above H&S 3
: (3] 2 MODERATE LOW RISK
or swearing RISK
24.10.2022 12
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Guest is refusing  [[11[2] (1) As above 8 As above H&S 4
t0 ba 4 2 MODERATE LOW RISK

pay RISK
Guest is obviously [1L121|  (1)2)3) |as above " 3 12 As above H&S E
intoxicated (3] HIGH RISK MO’I?J;T;ATE
Guest [1],[2] (1)(2)(3)  |as above As above HR/ H&S
approaching staff 3 3 MODz'RATE 6
in private zone RISK MOZZ‘;ATE
distance
Guestis flirting  [[11[2] (1)2) | As above 3 3 MODi_RATE As above HR/ H&S 3
with staff RISK LOW RISK
Guest is behaving [1LI2L] (1(2)3) | As above 6 As above H&S
abusively to staff (3] 2 3 MODERATE LOM;’RISK
or third party RISK
Guest acts or [1],12], (1)(2)(3)  |as above As above H&S
behaves [3] g 4

. . 2 3 MODERATE
aggressively in RISK LOW RISK
public areas
Guest becomes  [L2L| (2)(2)(3) | As above 9 As above H&S
abusive in his/her (3] 3 3 MODERATE o
LOW RISK
room RISk
Guest refuses to 1[I (1N2)(3) | as above As above H&S
leave or check I 3
3 3 MODERATE

out, or empty the RISK LOW RISK
room
Guest attempts to [H[2L|  (1N2)(3) | as above As above H&S
harm himselfor 13} " p MOD‘Z_RATE 6
close member of RISK MO'?;ZATE
his company
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Guest and staff [1] (1)(2)(3) | As above As above HR/ H&S
are in isolated
area and guest
i 6
behaves weirdly /
(guest room, late 2 3 MO;Z'(ATE LOW RISK
at bar, in dark
corridors, in
toilets
Hazard Whois | Consequences Risk Assessment Responsi | Timelin | Au Risk After
affecte Existing Measures PlC Residual | additional Measures ble e dit Additiona
d o o Risk Person I
Measures
SS n
b | s
ili | e
ty | 9
u
e
n
[}
e
S
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. Worker (1) Psychological ; GM / HR
Violence by (1], Y I v/ Staff instructed how to To organise a stajf Manage
. Peer 121, | YP5€ t, L training course on how g
Supervisors / Peers [Peer [2], (2) Anxiet deal with internal ) r
3" Party nxiety, violence to react in cases of
(3] phobia N violence including
(3) physical injury EIAT D13 tr-alne 1) self-protection and 30/4/2
[4] Life at stake take protective reporting procedure 3
measures
¢’In case of incident,
Supervisor, Duty
manager and GM to be
informed.
Colleague behaves [1),[2] (1)(2)(3) As above 12 HR/ H&S 6
violently HIGH RISK |As above Mof:liﬁATE
Shouting, swearing when (11121 (1)(2)(3) As above HR/ H&S
L . 6
glvm.g mstlruc.tlons or N HIGI:-lIZRISK As above VIODERATE
dealing with irregularities RISK
(late at work)
Working under high 121 As above As above, plus how to HR/ H&S 8
pressure during rush ’ (1).(2) 16 HIGH RISK | work under pressure MODERATE
hour AL
Applying violent or (11121 (1), (2) v Heads to be As above, plus how to HR/ H&S
abusive practices during instructed how to follow supervise effectively 8
supervision (f|nd|ng d|rty correct practices 16 HIGH RISK MODERATE
linen, task uncompleted) v Incidents must be Risk
’ reported
Untrained Supervisors i, 2] v Heads to be As above plus how to HR/ H&S
are dealing with unskilled | ™ [0 . lead and supervise
P instructed how to follow vel 10
sta correct practices staff effectively MODERATE
RISK
v Incidents must
be reported
24.10.2022 15
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Who Consequences Risk Assessment Responsi Timelin | Au Risk After
Hazard is Existing Measures P C Residual | additional Measures ble e dit Additiona
affect o Risk Person |
Measures
ed S n
si | s
b | e
ili | g
ty | u
e
n
C
e
S
Sexual L1] [1] Gender v K K (a) Tocreatea il
Worker, [equality eep wor code of sexual Manager
Harassment 2] [2] Dismissal environment fair
Peer, [3] decline of v d d harassment.
0 Immediate discussion i
(by guests, colleagues [3]3° |dignity / respect " ) (b) To organise a
or supervisors) Party.  [[4] Invasion on WG (I EmE training course
personal living |v/ Inform competent about Sexual
space authority & support Harassment.
victim
Guest, colleagues, or (LIE2LEBI - (1).(2).(3)  |As above As above HR/ H&S
i 8
supervisor make sexual 12
comments or use sex ¢ B HIGH RISK MOI’:IES"I';ATE
language
Guest, colleagues, or (ALE2LEBI - (1).(2),(3)  |As above 9 As above HR/ H&S 5
supervisor make sexual 3 I3 MODERATE MODERATE
proposal of any type Risk RISK
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Guest, colleagues, or (LE2LEBI - (1).(2),(3)  |As above " As above HR/ H&S .
supervisor show sexual 4 HIGH RISK MODERATE
content data RISK
Guest, colleagues, or (11.[21,13 (1),(3) As above 1 HR/ H&s MODi_RATE
supervisor tolerate sexual 4 HicH risk | A above RISK
harassment of others
Guest, peer, or (1],12],13 (1),(2),(3),(4) As above 8 As above HR/ H&S ,
supervisor corner 4 MODERATE LOW RISK
another person RISK
Who Consequences Risk Assessment Responsi Timelin Au Risk After
Hazard is Existing Measures P | C | Residual [additional Measures ble e dit Additiona
affect o | o Risk Person I
d s n Measures
e
si s
b | e
ili | q
ty | u
e
n
C
e
S
24.10.2022 18




Co-funded by
the European Union

Bullying [1] (1) Psychological | mpjoyees are trained To organise a staff
Worker, upset, what is bullying. training course what is
Employee is [2] (2) Anxiety, defined as bullying, how
disadvantaged or Peer, , phobia Staff is instructed to to react in cases of
verbally abused (by (313 (3) physical injury report asap to supervisor bullying HR/ H&S
guest or colleague) for Party. el etate | GM (if they are aware
what he/she is or how of it, either by customer For 'su,?ervisors how to
performs or a peer. avoid it
Verbally abused for R As above 0 HR/ H&S .
physical appearance el MODERATE | A above T
(weight, disadvantages) RISK RISK
Verbally abused for his (11,12] (1).(2) As above As above HR/ H&S .
race or origin (Roma, 12 MODERATE
coloured, HIGH RISK ISk
Verbally abused for 12 HIGH HR/ H&S 8
his/her social status [11.[2] (1), (2) As above RISK | As above MO:,’;TTE
Verbally abused for As above plus HR/ H&S 8
[1],[2] (1), (2) el ; MODERATE
his/her age (i.e. old) ’ ’ As above RISk | generational gap o
Employee is As above and How to lead |HR/ H&S
disadvantaged or [1},12] (1), (2) As above people in regards to 3
verbally abused for his HIG:IGRISK pez‘orman.cef eedback MODERATE
performance or quality anda appraisa RISK
of work.
24.10.2022 19
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Hazard Who is Consequences Existing Measures Risk Assessment Additional Measures Responsible Timeline | Audit | Risk
affected Possibi | Consequ | Residual Person After
lity ences Risk Additio
nal
Measur
es
Work Area: Restaurants
Bullying [1] 1. Depression v/ Adaption of Organising 1. HR 30/04/
(including | Worke | 5 Anyjety workplace trainings Manager 23
electronic | S[2I 3L . : 2.S i
) Peer. . Low ¢ Documentation (internal/external)| <- SUP€rior
[3]3rd self-esteem v Talk to superiors 9 on how 3
. Low
Party 4. Low 3 3 eI to react in cases of]
TE RISK RISK
performance bullying
level at work Rising sensibility
for bullying
Sexual Worker | 1. Significant v Involving higher Have an Higher 30/04/
violence | X psychological management anti-harassment | managemen | 23
Other effects v Ensuring that policy and t/HR
Employ including employees know ensuring that all | Manager
ee depression, about and have 16 employees 4
X anxiet i
. Yy access to 4 4 HicH endorse it. LOW
Other disorder or confidential RISK Organise training RISK
Person even suicidal reporting on preventing
3rd tendencies channels through sexual harassment
Party 2. Low which they can compulsory
X per-formance report cases of
level at work
24.10.2022 21
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Hazard Who is Consequences Existing Measures Risk Assessment Additional Measures Responsible Timeline | Audit | Risk
affected Possibi | Consequ | Residual Person After
lity ences Risk Additio
nal
Measur
es
sexual
harassment.
Verbal Worker Difficultiesin |/ Documenting 1. Seeking legal aid | Managemen | 30/04/
abuse X making the conduct from a counsellor | t/ 23
Other conclusions or | ¢/ Addressing the or internal HR Manager
Employ ; erpetrator
ce important v : P ting th department (e.g.
decisions éporting the HR)
X conduct to
Feel .
Other o superiors
Person something is
3" Party wrong with
X him or her on 8
i 4
a basic level 4 2
. MODE Low
Doubt his or RATE RISK RISK
her
capabilities
Experience
low
self-confidenc
€,
self-esteem,
and lose
enthusiasm
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Hazard Who is Consequences Existing Measures Risk Assessment Additional Measures Responsible Timeline | Audit | Risk
affected Possibi | Consequ | Residual Person After
lity ences Risk Additio
nal
Measur
es
Discrimin | Worker Simple v Contacting higher 1. Introducing policies| Higher 30/04/
ation in X irritation to management 2. Offering trainings | Managemen | 23
Treat-me | Other severe v/ Making sure that and consultation | t/HR
:tecause Employ dep.ression, employees know Manager
of ee anxiety, about and have
gender X headaches, channels to . 5 HféH 4
lowered report about Rlsk Low
self-esteem, RISK
sleep
disorders
Low
motivation to
work etc.
Discrimin | Worker Lowering v verbal or 1. policies Managemen | 30/04/
ation in X enthusiasm written trainings t/ 23
Access Other Personal warnings further trainings of | HR Manager
:f‘c:)ar:jgi(:\s Employ disorders such v counselling 12 management 5
/ ee alow offers 3 4 HIGH oW
ethnicity X self-esteem or v transfer to RISK RISK
depression another
Cancellation location or
of working job
contract
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Hazard Whois Consequences Existing Measures Risk Assessment Additional Measures Responsible Timeline Audit Risk
affected Possibi | Consequ | Residual Person Afte.r .
lity ences Risk Additio
nal
Measur
es
v/ suspension or
even
termination
Third-par | Worker [ 1. Low trust v Clear definition 1. Clear procedures | Higher 30/04/
ty X between the of third-party to monitor, managemen | 23
violence | Other employer and violence investigate and t/HR-Manag
Employ employees v Policy based on respond to er
ce 2. Depends on risk asse§sment aIIega_1t|ons
. v Appropriate 2. Requirements
X duration and . . .
_ information regarding the
severity of the directed to reporting of
offensive customers incidents by
behaviour but | ¢/ Appropriate 12 employees and on
the training for 4 3 the measures 4
management HIGH taken to protect el
consequences RISK RISK
and employees these employees;
are the same o ]
i v/ Procedure for 3. Policies on when it
asin all other . ) ]
h ; reCOfdlng facts is approp”ate to
arassments :
and figures for file complaints
such as low- monitoring
enthusiasm
for work,
Feelings of
defenselessne
ss etc.
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Hazard Whois Consequences Existing Measures Risk Assessment Additional Measures Responsible Timeline Audit | Risk
affected Possibi | Consequ | Residual Person Afte.r .
lity ences Risk Additio
nal
Measur
es
Physical Worker 1. Direct v interventions 1. Clear Managment | 30/04/
violence | x effects on on the physical proceduresto | / 23
Other health environment monitor, HR Manager
Employ 2. Indirect and investigate
ce health v interventions and respgnd
on the level of to allegations
problems, .
company 2. Making
such as ‘o
management training on
the preventing
psycholog & physical 3
ical 3 3 HIGH violence Low
trauma RISK oingajcory RISK
suffered 3. Establ‘lsh.
by victi organizational
y victims group which
ofa aims at
violent changing the
act behavior of
the members
of the
organization
Spreadin | Worker 1. Low trust v Documenti 1. Seekinglegal | Managment 30/04/
g X between ng the 6 aid from a / 23 4
rumours | Other the conduct. 4 2 MODE Founselor or HR Manager e
/ Employ employee v/ Addressing RATE RISK internal RISK
ce the department
(e.g. HR)
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Hazard

Who is
affected

Consequences

Existing Measures

Risk Assessment

Possibi
lity

Consequ
ences

Residual
Risk

Additional Measures

Responsible
Person

Timeline

Audit

Risk
After
Additio
nal
Measur
es

gosippin
4

s and the
employer

2. Lowering
enthusias
m

3. Personal
disorders
such a
low
self-estee
m or
depressio
n

4. Cancellati
on of
working
contract

perpetrato
r

v Reporting
the
conduct to
superiors
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Hazard Who is Consequences | Existing Measures Risk Assessment Additional Measures Responsi | Timelin | Audit [ Risk
affected Possibi | Conse | Residual ble € After
lity quenc | Risk Person Additio
es nal
Measur
es
Work Area: Catering
Violence Worker | 1. physical v prohibition of arguing 1. elaborate HR
by (upset, with the customer training for the | Manage
Customer | other | violence, v intheeventofa company's r
Employ | injury) complication, the management,
ee 2. employee is obliged to but also for its
psychologica inform his superior employees
Other | (upset, immediately 2. amanual
Person | violence, v 9 according to 3
3"Party | injury) 3 3 MODERA which to e
3. TE RISK proceed when RISK
e-violence dealing with
violence
3. primarily avoid
situations
where violence
may occur
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Hazard Who is Consequences | Existing Measures Risk Assessment Additional Measures Responsi | Timelin | Audit | Risk
affected Possibi | Conse | Residual ble € After
lity quenc Risk Person Additio
es nal
Measur
es
Sexual Work [ 1. gender v fair working environment 1. To create a code of | HR
er
Harassmen balance (gender) sexual harassment | Manager
t Other . v management is informed 2. To organise a
K 2. dominance o R
Wor when a complication occurs training course to
er of one sex o
v/ itis necessary to use the the personnel of the
Other | 3. education internal manual to deal company about the
Perso in relation to with such situations gender equality and
n3r , gender how to recognize
( and prevent Sexual
Party) | 4. humiliation Harassment
of one gender 9 3. To create a general 2
3 3 "1?”‘32’7? manual (including Low
RISK

sexual harassment)
that will be a great
help in such
situations

4. Awareness campaign

developed at
workplace

5. Incident report form

created to analyse
the dynamics of
climate
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Hazard Who is Consequences | Existing Measures Risk Assessment Additional Measures Responsi | Timelin | Audit | Risk
affected Possibi | Conse | Residual ble € After
lity quenc | Risk Person Additio
es nal
Measur
es
Bullying orker 1. physical v/ Employees are instructed if To organise a HR
Other (upset, they become aware of such a training course Manager
Worker | Violence, phenomenon, either by a to the
injury) customer or by another personnel of
S:seorn 2. employee to staff member, to the company
(3¢ psychologic report it immediately to the how to react in
Party) al (upset, head of the relevant cases of
violence, department & the General violence
injury) Manager 6 a general 2
3 2 MODERA manual created Low
TE RISK
that will be a e
great helper in
such situations
A leaflet is
provided with
points about
bullying that
cannot be
tolerated
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or- To create a
code of bullying

4. Incident report
form created to
analyse the
dynamics of climate

Discrimin
ation

Worker

Other
Worker
Other
Person
(3
Party)
X

1. Gender

2. Age

3. Migrant
4. Diversity

v/ Equal opportunities and
Non-discrimination Policy at
the company

v management is informed

when a complication occurs

6
MODERA
TE RISK

To organise a
training course
to the
personnel of
the company
on the value of
inclusion of
diversity in
business

To discuss with
the personnel a
non-discriminat
jon policy and
practices at the
company

to declare
diversity
inclusion and
protection at
the company
on its website

Low
RISK
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and in other

ways
Spreadin orker Lack of trust Discussions with the Team building
grumors | . Decreasing involved team activities
Worker | the exchangr members Establishing the
of Documenting the Ethic
Other ; . conduct
information i
Person between tem Reporting the conduct comm/tte.e
(3rd to superiors A leaflet is
Party) members provided with
Failed s points about 4
deadlines R bullying that ow
Forming the
: g TE RISK cannot be RISK
cliques tolerated
Hostility or- To create a
code of bullying
Incident report
form created to
analyse the
dynamics of
climate
Being V@Vorker Increased Discussions with the Training for the
exposed other stress level involved team team
to Worker Decreasing members _ Team building
unmanag motivation Documenting the 9 activities 4
eable Other conduct MODERA
Health i Low
workload | Person risks in a Reporting the conduct TE RSK Rearranging RISK
(3rd to superiors the tasks for
Party) long term the team evenly
O Behavioral
outcomes
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- Establishing the
presenteis manual
m procedures for
Cancellatio assigning the
n of tasks
working
contract
Excessive orker Increased Discussions with the Training for the
monitori Other stress level involved team team
ng of Worker | Decreasing members Training for the
work motivation Doc(l;mentmg the managers
Other Health risks conduct Clear
Person inal Reporting the conduct
(3rd in along to superiors procedures to 4
Party) term 6 monitor,
; MODERA
O Decreasing TE RISK investigate and e
of RISK
respond to
productivity allegations
Cancellation
of working
contract
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5.3. Annexll
5.3.1. Survey

ABC Hotel Violence Prevention Survey (Year 20xx)

Introduction

This survey has been designed to help evaluate and enhance the violence prevention program at ABC

Hotel.

A n to the Post Implementation Program Evaluation Surv
Your feedback will help the Work Place Violence Prevention Committee evaluate the impact of
violence prevention processes implemented during the past year and determine how to enhance the

program.

Please take a few minutes to answer the following questions about your experience related to workplace
violence and violence prevention activities at this establishment.

Thank you for participating in our survey. Your feedback is important. All responses are confidential

What is workplace violence?
In the European Union Directive 2002/73/EC, workplace violence is any act or threat of physical violence,
harassment, intimidation, or other threatening disruptive behaviour that occurs at the work site. It

ranges from threats and verbal abuse to physical assaults and even homicide.

For more information please contact: Mr/Mrs xxxxxx, Safety Officer at safety@abc-hotel.com
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Survey Content

Date / /20xx

Demographics

1. Hotel Dept.:
2. Job type:

Examples of job types:

Co-funded by
the European Union

= Receptionist
= Secretary
» Housekeeping Staff

= Waiter/waitress

* barman/barwoman
= barista
= pool boy/girl

= Animator

3. How long have you worked at this hotel?

* Less than 1 year
= 1-5 years
» 5-10 years

= Over 10 years

Employees overall experience related to WPV at the hotel

4. What does the term ‘Workplace Violence’ mean to you?

5. Have incidents of workplace violence increased or decreased during the time you have worked at this

hotel?

(Response choice: Increased / Decreased / No Change/ | don’t know)
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Types of violence employees have experienced and their perception of cause

6. In the last year, have you been directly involved in an incident(s) of workplace violence

within this establishment? (Response choice Yes/No)

7. If yes, did that incident(s) include any of the following? Check all that apply.

* Physical assault — e.g. kicking, punching, spitting, biting, pushing, pulling, cutting, stabbing
» Emotional assault -- e.g. bullying, manipulation, intimidation

» Sexual assault -- e.g. harassment, stalking,

* Verbal assault -- e.g. threats, blaming, name-calling unwanted contact

» Other — please describe

8. If yes, please provide examples of incident(s).

9. Rank the factors you think contribute to the problem or threat of violence, or aggression
in your work area? (Response choice: '1' is the most frequent contributing factor and '7' is the least

contributing Factor)

Factor 1 2 3 4 5 6 7

Drugs and Alcohol

Cultural Differences

Job Pressure

Work practices

Poor communication

Customer intervention

Personal Problems

Gender

Sexual preferences
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The perpetrators of WPV

10. In your experience, indicate the individuals who most often commit the act of violence in the
workplace violence incident:

* Managers/Supervisors

= Customers

* Employee/coworker

» Other (please explain) ......ooiiiii i

Frequency of exposure to violence

11. How often do you see or experience violence at your workplace?
= At least once a day

» Weekly

* Monthly

» A few times a year

* Once a year or less

= Never

» Other (please explain) ......cooiiiiiiii e

12. What daily work activities, if any, expose you to the greatest risk of violence?

Management support and employee awareness of WPV program efforts

13. Does management communicate information to employees about incidents of workplace violence
prevention efforts at the hotel? (Response choice: Yes/No /Not Sure)

Please Comment
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14. Is there a written violence prevention policy at ABC Hotel? (Response choice: Yes/No/Not Sure)

Please Comment

15. Are there clearly established procedures and expectations for violence prevention at ABC Hotel?
(Response choice: Yes/No/Not Sure)

Please Comment

Risk assessment

16. Are you aware of any safety procedures implemented in the workplace to protect you from
workplace violence? (Response choice: Yes/No/Not Sure)

Please Comment

Education and training

17. Have you participated in workplace violence prevention training or education at your workplace?

(Response choice: Yes/No/Not Sure)

18. If yes, what training did you participate in?
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19. If yes, do you feel that this training was adequate to enable you to:
= Know what constitutes workplace violence (Response choice: Yes/No/Not Sure)
= Know the factors that can contribute to violence in my workplace. (Response choice: Yes/No/Not Sure)

= Recognise and handle threatening, aggressive, or violent behaviour. (Response choice: Yes/No/Not
Sure)

= Ask for assistance if confronted with a violent or aggressive person (Response choice: Yes/No/Not
Sure)

= Use verbal de-escalation techniques (Response choice: Yes/No/Not Sure)
= Use self-defense/restraint procedures (Response choice: Yes/No/Not Sure)

* Report and document incidents of violence and aggression (physical, verbal etc.) (Response choice:
Yes/No/Not Sure)

= Know the provisions of the European Directives on workplace violence (Response choice: Yes/No/Not
Sure)

* Know what resources are available to employees for coping with threats and assaults (Response choice:
Yes/No/Not Sure)

20. Can you recommend any changes or additions to the workplace violence prevention training you
received? (Response choice: Yes/No/Not applicable)

Please Comment

21. If No or are unsure (to Question 17 above), do you feel that you should attend workplace violence
prevention training? (Response choice: Yes/No)

Incident response

24.10.2022 38



Co-funded by
the European Union

22. Do you know what to do when you witness or are involved in a workplace violence incident?
(Response choice: Yes/No/Not Sure)

24.10.2022

39



Co-funded by
the European Union

23. Please explain why you don't know what to do or are unsure when you witness or are involved in a
workplace violence incident.

24. If you are involved in a workplace violence incident and request assistance, will it be provided to
you? (Response choice: Yes/No/Not Sure)

Please Comment

Knowledge about how to report and respond to WPV

25. What factors impact whether or not you would report a violent incident, assault, or threatening

behavior at work? Check all that apply.

The severity of the incident

Which supervisor is on duty

Whether or not co-workers are supportive

Who is the customer (if involved)

The reporting procedure is unclear

The purpose of reporting is unclear

Fear of retaliation

Someone else reported the incident

Other: Please explain

Thank you for participating in this survey. Your contribution is valuable.
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