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& 15A. OSHA HARSAV DBIEDR ANV RAVERDFyYIEHE OSHA,20164Y)

kS IHEH DR

INER & Do e.mployees have contact with the
public?

BLEDOY &Y Do they exchange money with the
public?

— AN TOHLE Do they work alone?

EE Y LB HE Do they vvgrklate at night or during
early morning hours?

AETE Is the workplace often understaffed?

Biis & D HIHOILTFED L S

Is the workplace located in an area
with a high crime rate?

BRDZWHBA~DBE)

Do employees enter areas with a high
crime rate?

ENAILDMHE

Do they have a mobile workplace
(patrol vehicle, work van, etc.)?

FE LAY DEX - BoE

Do they deliver passengers or goods?

b & WL T D AIREME DB 5L H

Do employees perform jobs that might
put them in conflict with others?

AEEYE EHE3 (upset) AIEEME
DHHMEE

Do they ever perform duties that could
upset people (deny benefits,
confiscate property, terminate child
custody, etc.)?

BHTA%T5HH LNEBEWVAAD
X Ity

Do they deal with people known or
suspected of having a history of
violence?

WL, B, NTRAAVERZOD
MOEARRITAZ LI-ZEHH DK
X5V LEH

Do any employees or supervisors have
a history of assault, verbal abuse,
harassment, or other threatening
behavior?

ZDHMnY X7 DELEH,

Other risk factors — please describe:
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% 15B. OSHA MRS A2 ORIE DR DRI XV ZER (OSHA,20164Y)

P

HHH DR

B2E. JRE. FRAEHSIVIEIRZ Y IDIE
RT5BEOCHBENTEZERELTIR—
TEH-HDHHEDAEHER T Y TDHEDR
0

Lack of facility policies and staff training for
recognizing and managing escalating hostile
and assaultive behaviors from patients,
clients, visitors, or staff;

AEFREDKRETOASZHFICBEEOBME®
EFFRE I

Working when understaffed—especially
during mealtimes and visiting hours

LR

High worker turnover;

BEOtEX1YTF1EAVALAILZROIRY | Inadequate  security and  mental health
) - personnel on site

ABDBF+5

BEOHEAEAEVERG-aNnS. B, | Long waits for patients or clients and

RBETHENEFEE

overcrowded, uncomfortable waiting rooms

1) =99 PHEBERO—RDOADOBBOHIE
AL

Unrestricted movement of the public in clinics
and hospitals;

RAIRIETETHLOTHY (tolerated) .
BEETERICERLI-YERTELHLEN
S R

Perception that violence is tolerated and
victims will not be able to report the incident
to police and/or press charges.
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= 17. XEE
(Guiding Principles) |

HMRSEMBBEZ R DT MRS 4 2 (Chappell, 20152) DI HEZ DR A

B

JRX

1. BAHIRECTHRIAAEELD Y
Z->TW3BEWDRH

Recognition that violence can and does
happen anywhere.

2. BERNAFEHRRIIBEDORNT 7 b
HhLzeHES 2

Healthy work environments promote
positive patient outcomes.

3. @0 TCoRmEEE,. Rk, £ LT
R & |’ 7R (T AL 78 5 A Uy

All aspects of violence (patient, family
and lateral) must be addressed.

4. WIHOERNZRHD -0OICITEE &Rk
LEUEHRLEREIORDL T — L
(multidisciplinary team)h" W E TH 5

A multidisciplinary team, including
patients and families, is required to
address workplace violence.

5. (TENEEZMERT I 270 H IS, ML CHE
FIEF B o MO 2T D AICEHA
BEENH D

Everyone in the organization is
accountable for upholding foundational
behavior standards, regardless of
position or discipline.

6. BEEF—LDA LV NN—AEBIBETRENIC
OO HEE BT =551 2 I
fl(address) 9 D EEH B D

When members of the health care team
identify an issue that contributes to
violence in the workplace, they have an
obligation to address it.

A

7. ETOLRILDOERE, EBRVEER
DHOEED A7y aFriLleDF
BH. XD 7 b EEIYHT =120
EThHD

Intention, commitment and
collaboration of nurses with other
health care professionals at all levels
are needed to create a culture shift.

8. WIHZGDREINIA~DIIT, BEDEEKYR
BEDODTTOBEMEES D D AEEMENH
)

Addressing workplace violence may
increase the effectiveness of nursing
practice and patient care.

251




= 18A. KEBEBRRLEMAFTEZSDHARS4 2 (Chappell, 2015°2)D 5 DDE LR

¢l B9 5B1 (Five Priority Focus Areas)

BE

JRxC

1. CDRIAARFEZNIC T B 7= DELKFIITE)

Foundational behaviors to make this
framework work

BEOCHIWEOHDAI 25— 3>

Respectful communication, including active
listening.

2TOA(XEIEHRHEMHDF — L.
R, BEE)HNRIHELWE

BE. &

Mutual respect demonstrated by all (i.e.
members of the multidisciplinary team,
patients, visitors and administrators.

B, ERROET

Honesty, trust and beneficence.

2. EO— LS > XDBIAAIC B DESE

Essential elements of a zero-tolerance
framework:

HROEZEEVCPR=ZEREIIZA LN, BEHIN
hy ARy A—F

Top-down approach supported and observed
by an organization’s board and C-Suite.

EABTRIMAONBTNHLDTHDH K
O, AHA~DERICH T 2 PFHELERIRE
SN E DHITE

Enacted policy defining what actions will not
be tolerated, as well as specific
consequences for infractions to the policy.

AtHIEEBEROE2ToOAN (V—K—> v 7.
BHEONBFICLDTF—L, A&y T, BE,
BRORKE) |24 > CHHEICERINFEZEICE
HEanhTtn3

Policy is clearly understood and equally
observed by every person in the organization
(i.e.leadership, multidisciplinary team, staff,
patients and families).

BEOHACHERICADP D STRBENSODRE
F(lateral violence ) A&l hTWd (T4
bHb, (TENRLEXER. BEA., XX v 7.
BEEICHLTE) ,

Lateral violence is prohibited, regardless of
role or position of authority (i.e. the standard
of behavior is the same for doctors, nurses,
staff and administration).

3. ownership & FHET ZHZEICZT B 7= Duk
HDEZE

Essential elements to ensuring ownership
and accountability:

HBOETOADEIHDA > T MIET
?ﬁ%tﬁﬁ@ﬁ&%%%?%ﬁA@ﬁ%ﬁ
T

Personal accountability, meaning everyone in
the organization is responsible for reporting
and responding to incidents of violence.

a7y REIE. HEROITXTOL
NILDRZ Y THhoDERZHEICE > THRE
T2, CNICEYREy7ICkBZT7RERE
HFOHEBEIEEICKR D,

Zero-tolerance policy is developed with input
from staff at every level in the organization,
thus ensuring staff co-own the process and
expectations.

ERNITEEENPEICERINTE Y,
HEBERNDLETOAN (BEEREEZED) ICF
FILEEDLD D,

Universal standards of behavior are clearly
defined and every person in the organization
(including patients and families) is held
equally accountable.

ZhoAv>Frhi, ¥to—rL 7 2A
SHOPMITOLDIZ, LEBIC—EDIESIZH
STHERDODHZ ANIZRESI NS,

Incidents of violence are reported
immediately to persons of authority, through
the chain of command, to ensure immediate
enforcement of the zero-tolerance policy.
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& 18B. XEBEHNRRELMBBTEFZ R DA AIFS4 2 (Chappell, 2015°2)D 5 DD E 5%
75 RO SEE(Five Priority Focus Areas) it

BE

JRC

4, BBEDENICE TS L —=>2CFHEIC
- IEES

Essential elements of training and education
on workplace violence :

HEBEBEADFEADL T 4 2R

Organizational and personal readiness to
learn

HICHEMAIE T RICEDE . BiICTIE
INBY—ILENA

Readily available, evidence-based and
organizationally-supported tools and
interventions.

& (audience) EERIDOBIBEZERE L T WL
LIE LI BBOHD 77T —R—

Skilled/experienced facilitators who
understand the audience and specific issues.

BACRBEORGICET 2RIDOAEEDR
HoRR &BApLE

Training on early recognition and de-
escalation of potential violence in both
individuals and environments.

BEHORRICEITBT IV avaRIBREX
BB LT —AXZT 4

Health care specific case studies with
simulations to demonstrate actions in
situations of violence.

5. 7O ADREIICET B 70 FHLDIE

f@_
iz~

Outcome metrics of the program’s success:

BTV IDREy 7EEEORERIT

Top ranked staff and patient safety scores.

FENITEORNCE T HWEDFHKEE

Incidence of harm from violent behavior
decreases.

HE~DEY HADTHE (engagement
survey) IZH 28 (R4 v7) 280
[ETHRE] LB EWVWSEE

Entire organization (staff) reports feeling
“very safe”on the staff engagement survey.

BEIREOERSHRICEEERAL D LWL

RS

Patients and families report feeling safe in
the health care setting.

A>T POBRECIERDH 2 AZEH S
BB EICAZy 7IdEEER LW

Staff feels comfortable reporting incidents
and involving persons of authority.

BUF O 3L DAL DIRZEAHEB D Z A 12 Rl
LTW3 FERAENSE L TWE, HER
EMEE L TWB, HCAHPS (Hospital
Consumer Assessment of Healthcare
Providers and Systems) X a7 AENT 5,

The organization reflects the following
culture change indicators: employers are
engaged,employees are satisfied and
HCAHPS scores increase.Hospital Consumer
Assessment of Healthcare Providers and
Systems.
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