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Abbreviations

Abbreviations ‘ Meaning

BAU Business as usual

CHS Canberra Health Services

Consumers or patients | Terms are used interchangeably to refer to people who use health
services, including their family and carers.

LTFIR Lost Time Injury Frequency Rate

ov Occupational Violence

Staff All employees of CHS

Treatment Facilities Umbrella term encompassing hospitals, walk-in centres,

community health centres, and other clinical facilities within CHS.

WHS Work Health & Safety
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What is occupational violence at CHS?

In Canberra Health Services (CHS), occupational violence (OV) includes physical

violence, verbal aggression, or other unacceptable behaviours committed by patients

towards staff members (see Table 1 for examples).

Table 1. Occupational violence incident classification used in CHS*.

Physical OV

Any form of physical attack including hitting, punching, kicking, grabbing, spitting,
shoving, pinching, throwing items, pouring things onto staff, biting, striking, pulling,
slapping, tripping, scratching, pushing, kneeing, head butting, threatening with any
object, attempts to undress, inappropriate touching, ripping or grabbing clothing.
Attempts to perform a physical attack, even if they miss.

Physical intimidation, such as standing over someone or striking intimidating poses.
Sexual harassment or assault

Injuries, falls or trips that occur when responding to or avoiding OV. These could
include breaking up altercations or guiding clients from threatening environments.
Injuries that occur during restraint, forcible giving of medication or seclusion.

Property damage that was not directed towards staff

Verbal OV

e

Verbal intimidation, including threats, name calling, yelling, verbal abuse, aggressive

swearing either in person or over the phone.

‘ Other unacceptable behaviours

Written intimidation or defamation, including emails, social media, text messages
Racism and discrimination

Filming or photography of staff without their consent

Passive-aggressive or snide comments

Undermining behaviours

* All definitions as above are detailed in the CHS Occupational Violence Procedure
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How we got here

OV is a global and impactful issue that requires multifaceted solutions. Health care
remains a higherrisk industry alongside policing and education industries.! Globally,
about 1 in 5 health care staff experienced physical OV; and about 3 in 5 staff

experienced verbal OV in the last 12 months.2
The impacts of OV extends to staff, patients, and health services:

Staff impacts: OV can have detrimental effects on staff’s physical,emotional,and

psychological well-being.3

Patient impacts: Patients directly involved in OV may be restrained, which is
traumatizing and dehumanizing.* ° As well, due to the negative impacts of OV
staff well-being, OV may also adversely affectthe quality of care provided to all

patients.

Health services impacts: There are talent and economic losses from staff

absences, turnover, and compensation claims related to OV.3

Recognising the prevalence of OV and its impacts, CHS commits to advancing and
prioritising initiatives that contribute to a safe workplace for staff, consumers and
visitors through the CHS OV Action Plan 2024-28 (referred to as OV Action Plan herein

forward).

The CH OV Action Plan was developed using co-design methodology with input from

various sources:

e Consultative focus groups aimed at harnessing the experiences and ideas of
staff and consumers (see Figure 1).6

¢ An internal review and update of organisational or enterprise OV risk.

e Relevant evidence from the literature regarding best practices for OV

prevention and management.
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2023 Timeline of the OV Action Plan

May — Commenced evidence-based co-design to develop OV Action Plan

Jun — Held co-design workshops with leadership participation from Work Health and
Safety, Workforce Capability, Mental Health, Patient Experience, and Security to renew
and identify an enterprise OV risk — There is a risk of CHS staff exposure to
occupational violence from patients, consumers and visitors caused by
inadequate systems and processes to identify and manage potential occupational
violence.

‘ Aug — Completed two co-design focus groups with participation from staff and
consumers with lived experience of OV to gather and understand their experiences and
expectations from CHS relative to OV prevention and management.

Oct — Completed co-design data synthesis.

Nov — Submitted draft to Executive Leadership for forward look and feedback.

2024 Timeline of the OV Action Plan

Jan — Revised OV Action Plan and prepared for broader consultation.
Jun — Draft sent to Network Executives for consultation sign-off

Aug — Anticipated commencement of the OV Action Plan

Figure X. Timeline of the OV Action Plan from 2023 to 2024.
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What we will do

Overview of OV Action Plan

The OV Action Plan aligns with the Socio-Ecological Model (SEM).” SEM is a
prevention-focused framework that conceptualizes OV as a multifactorial event. SEM
assumes that OV is an interplay of individual, relationship, community, and societal

risk factors:

Individuals refer to the characteristics of a person that predisposes them to

violence and aggression.

Relationship pertains to interpersonal interactions between consumers and

staff, or situations that precipitate violence.

Community reflects physical locations or settings wherein relationships are

formed, and interactions occur.

Society is a broader setting where norms, cultures, or standards are cultivated

that shape individuals, relationships, and communities.

Alignment of the OV Action Plan to SEM prompts decision-makers to:

e Assess OV risk factors relative to Individuals, Relationships, Community, and
Society simultaneously; and
¢ Developandimplementmulti-componentinterventions specificto theidentified

risk factors.

Therefore, CHS’ strategic goals to prevent and manage OV are (Figure X):

1. Understandthevulnerabilitiesand complexneeds of individualsinvolvedin OV;

2. Cultivate constructive relationships between staff and consumers;

3. Foster physically and psychosocially safe systems and processes for staff and
consumers to engage and interact; and

4. Set and disseminate societal standards of acceptable behaviour for staff,

consumers, carers, and visitors.
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Strategic goals

Set and disseminate societal
standards of acceptable behaviour

Foster physically and
psychosocially safe systems and
processes for staff and consumers
to engage and interact

Cultivate constructive relationships
between staff and consumers

Recognise vulnerabilities and
needs of individuals involved in OV

Figure X. Overview of multifaceted strategic goalsin the OV Action Plan for individuals,
relationships, community, and society based on the Socio-Ecological Model for
Occupational Violence Prevention.
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How we will assess our progress

Quality indicators are used to ascribe effectiveness, value, and benefits; and allocate
health care resources. There is no agreed quality indicators for OV currently, but core
quality indicators of OV prevention and management should include effectiveness,
safety, and patient-centred outcomes:

o Safety is the extent in which the OV Action Plan can prevent harm or bad
outcomes."’

o Effectiveness is defined as the extent in which it can yield to benefits or good

outcomes.!”

¢ Patient-centredness is the extent in which the OV Action Plan meets the

expectations of patients and consumers.'”

The outcomes that are measured againsteach quality domain is described in Table 2.

Table 2. Target outcomes of the OV Action Plan

Quality domains Baseline (FY2022-23) Target Outcomes?®

Safety N=1270 incidents reported Increase in reporting of
o n=612 physical OV verbal OV incidents and
o n=624 verbal OV unacceptable behaviours in
o n=31 other unacceptable FY23-24:
behaviours a. Verbal OV 210%
e 30% Repeat OV incidents b. Other=20%
e 4% of OV with moderate or
severe injury 2. Minimum 10% reduction” of:
e LTIFR=4.45 a. physical OV

incidents

b. repeat incidents

c. OV with moderate or
severe injury from
FY2024-25 onwards

3. Maintain lost time injury
frequency rate (LTIFR)
below 5.80 (CHS target)
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Quality domains Baseline (FY2022-23) Target Outcomes?*

Effectiveness e 21% of CHS staff believe that 4. Minimum 10% decrease in

OV is ‘part-of-the-job™ the percentage of CHS

e 48% of CHS staff report that staff who think that OV is
they have been subjected to ‘part of the job’

OV from patients or visitors* 5. Minimum 10% decrease in
the percentage of CHS
staff subjected to OV

Patient- e Areas of improvement relating 6. Enhanced patient
centredness to patient experience were: experience
o 17% of patients reported 7. Benchmark restrictive
that staff provided practices nationally

explanations when their
needs could not be met.
o 8% of patients reported
to experience emotional
distress
o 42% of patients reported
that their distress was

discussed with them.

e 7 physical restraints per
1000 bed days* in mental
health

e 1 seclusion per 1000 bed

days in mental health*

# ACT Government is implementing a new incident reporting system in 2024 which may
impact the level of reporting of incidents and impact the above targets.

" Minimum statistically or clinically significant reduction observed in Australian settings.'® °
*Data are from FY2021-22 Workforce Culture Survey.

*Data are from Seclusion and restraint - Mental health - AIHW in FY 2021-22. It will be
updated to FY 2023-24 when data become available.
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