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Purpose and Scope

This Customer Aggression Management Plan sets out how [Company Name] will
prevent, manage and respond to customer aggression, threats and violence in order
to protect workers, contractors, volunteers and others from harm. It forms part of
[Company Name]'s Work Health and Safety (WHS) management system and
supports our duty of care under Australian WHS legislation.

Customer aggression can occur in any interaction with members of the public,
clients, patients, residents, patrons or visitors. This plan applies to all operations of
[Company Name], including:

Retail and wholesale stores, warehouses and/ .istribution centres
Hospitality venues, bars, clubs, restaurants’ cafes/ .nd event spaces

Disability and aged care services, including 1. me, r¢ .idential and
community settings

Security services, crowd control, pe. »ls and concgisrge roles

Office and corporate environme incluu. .1/ ception, call centres and
customer service teams

The plan covers:

Identification and asses . »nt of cc *omer aggression risks
Control measures to elimir. te ¢. minimise those risks

Incident responsc_ .0 e G -escalation, withdrawal and emergency
procedures

Incident reg’ .. " investiga.on and follow-up
Training, cons 'tat’ ,n and communication

Moni* ..1g, revie sand continuous improvement

Definif ons

For the purposes of # s plan:

Version

Customer includes any member of the public, client, resident, patient, patron,
visitor, contractor or other person who is not a worker of [Company Name] but
interacts with workers.

Customer aggression means any behaviour by a customer that is abusive,
threatening, intimidating or violent, whether verbal, physical or written
(including electronic communications and social media).

Occupational violence refers to incidents where workers are abused,
threatened or assaulted in circumstances arising out of, or in the course of,
their work.

Psychosocial hazard means a hazard that arises from, or relates to, the
design or management of work, the work environment, plant at a workplace or
workplace interactions or behaviours that may cause psychological harm.
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Reasonably practicable has the meaning given in WHS legislation,
considering the likelihood of the hazard occurring, the degree of harm, what
the person knows or ought reasonably to know, availability and suitability of
controls, and the cost of controls.

Roles and Responsibilities

Officers (e.g. Directors, Senior Executives)

Officers of [Company Name] must exercise due diligence to ensure that [Company
Name] complies with its WHS duties in relation to customer aggression. This
includes:

Ensuring that appropriate resources and prof esses«are provided to identify,
assess and control customer aggression ri‘ ks

Verifying that customer aggression controls a.." mplen: -nted, monitored and
reviewed

Receiving and considering informau. »on custom®r aggression incidents,
trends and corrective actions

Supporting the integration of/ iis pla into strategic and operational planning

Managers and Supervisors

Managers and supervisors in re i, hospita.. ' disability and aged care, security, and
office-based operations must:

Implement this p!i .. 72"><ir ai has of control

Ensure that customer < aression risks are identified and assessed for all
tasks, shifte® < lacations

Consult with \ arke’, Health and Safety Representatives (HSRs) and, where
applicable, unic_ ¢ .elegates on customer aggression matters

En< ure that.==nro, iate control measures are in place, maintained and
cc amup’ ated ».g. staffing levels, layout, security measures, procedures)

Provide and f7 .llitate training, information and instruction on customer
aggressic  revention and response

Respond promptly to incidents, support affected workers and ensure that
incidents are reported, recorded and investigated

Escalate serious or systemic issues to senior management and WHS
advisors

Workers

All workers, including permanent, casual, labour hire, contractors and volunteers,

must:
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Take reasonable care for their own health and safety and that of others who
may be affected by their actions or omissions
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. Follow this Customer Aggression Management Plan, safe work procedures
and any reasonable instruction given by [Company Name]

. Participate in training and refresher sessions on customer aggression, de-
escalation and emergency procedures

. Report hazards, near misses and incidents of customer aggression promptly,
using the agreed reporting systems

. Use provided controls and equipment (e.g. duress alarms, communication
devices, secure counters, PPE where relevant)

. Refrain from retaliatory, provocative or unsafe responses to customer
aggression

Health and Safety Representatives (" SRs’
Where HSRs are in place, they should:
. Represent workers in consultation an customer aggression risks and controls

. Assist in reviewing risk assessments, I, Jent d¢ .a and proposed changes to
work practices or environment

. Monitor the effectiveness o’ nis plar and raise concerns with management

. Participate in investigati®ns ana HS committee discussions related to
customer aggression

WHS Advisors / HR / Secu ity Coordinators

Depending on [Company N¢ me]’s su . ture, these roles may:

. Provide expa.advice on ¢ ychosocial hazards, customer aggression and
security con. als

»  Assist with risk' < .essments, incident investigations and trend analysis

. Cor dinate or.deli »r specialised training (e.g. breakaway techniques for
se urity =* .r, u_uma-informed care for disability and aged care)

. Liaise with ext/ /nal parties such as police, regulators, landlords and venue
operators

Legislative and Standards Framework

This plan is designed to support compliance with relevant Australian WHS laws and
guidance, including (as applicable in each jurisdiction):

. Work Health and Safety Act and Regulations (or equivalent OHS legislation in
Victoria and WA)

+  Codes of Practice and guidance on:
— Managing psychosocial hazards at work
—  Preventing and responding to occupational violence and aggression

— Managing the work environment and facilities
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