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Abusive Guests
Purpose
This Safe Work Practice explains how to safely respond to aggressive or verbally abusive guests 
This procedure supports employer and worker duties under the Workers Compensation Act.
Know Your Responsibilities
Employers Must
· Provide a safe workplace and equipment
· Identify, assess, and control hazards
· Train and supervise workers in safe practices
· Maintain SWPs, emergency procedures, and safety policies
· Investigate and report incidents
Workers Must
· Follow safe work practices and procedures
· Wear and use required PPE
· Report hazards or unsafe conditions
· Participate in training and drills
· Work safely to protect self and others
What Could Go Wrong?
· Physical injury from aggressive guests
· Emotional harm from verbal abuse
· Stress or anxiety from repeated exposure to abusive behavior
· Escalation of conflict if staff intervene without support or preparation
Before You Start
· Be trained and authorized 
· Take time to assess the situation and plan your approach
Required PPE
· None
Safe Work Steps
1. Gather all relevant information about the guest and the situation before approaching
2. Make sure you have support from co-workers or supervisors
3. Keep a safe distance from the abusive or aggressive guest
4. Do not attempt to physically intervene
5. Report any active threats to your personal safety to authorities immediately
6. Supervisors should check in with staff regularly during and after incidents 
De-Escallation
· Recognize how the guest feels. Try to put yourself in their shoes
· Express your understanding of how the guest feels
· Act in a manner that fits the guest’s needs
· Determine if the guest needs further action on your part and follow up if necessary
Special Considerations
· Avoid confrontation when alone; seek support whenever possible
· Keep communication calm, clear, and professional
· Document incidents according to workplace procedures 
In Case of Emergency
· Report hazards, incidents, and near misses immediately to your supervisor, Joint Health and Safety Committee, or Worker Health and Safety Representative (if applicable)
· Get first aid immediately for any injuries
· Call authorities or security if the guest poses a credible threat
· Follow first aid or mental health support procedures for affected staff
· If, at any point, you feel anxiety or worry about returning to your duties, tell a supervisor
Additional Safety Resources
· WorkSafeBC – Preventing Violence, Robbery, and Theft https://www.worksafebc.com/en/health-safety/hazards-exposures/violence 
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