
Five Sisters Zoo                             Risk Assessment ZR004 
TASK / ACTIVITY: VIOLENCE  

TASK DESCRIPTION: 
Staff dealing with people, particularly members of the public could face aggressive or violent behaviour. 
Violence at work could include being verbally abused, sworn at, threatened or even attacked. Serious acts 
of violence are however relatively infrequent. Verbal abuse & threats are most common types of reported 
incident to the Police. 

The Health & Safety Executive's (HSE) definition of work related violence is: "Any incident in which a 
person is abused, threatened or assaulted in circumstances relating to their work." This could include 
robbery, or from customers or other staff in general. 

Generally, young workers, older workers, pregnant women or less experienced are at greater risk. Women 
may be at risk of sexual harassment but men may be at greater risk of actual physical assault.  

Physical attacks are obviously dangerous but serious or persistent verbal abuse or threats can also 
damage your health through anxiety or stress. The zoo considers threatening behaviour, verbal abuse and 
the risk of violence to be a serious matter and recognise & accept we have both a moral and legal 
responsibility to prevent or reduce the risk of violence at work through:   

(a) measures to reduce the risk of violence at work, particularly through training, risk assessment, 
adequate supervision & monitoring and provision of personal protective equipment  

(b) the zoo will provide full support for any employee who has been subject to abuse, threats or assaults 
in the course of their work,  

(c) all incidents of violence to be reported through our Accident and Incident Reporting procedures, with 
investigation by managers and preventative measures instigated where appropriate,  

(d) full investigation of all reported incidents and the reporting of all assaults to the Police,  

(e) serious incidents of violence by our staff involving assault on another person will be dealt with in 
accordance with our Disciplinary Procedure. 

In accordance with our Health and Safety Policy, everyone is responsible for the implementation of all 
measures introduced in accordance with the spirit of these Guidelines within their workplace. Managers 
and staff must continue to review work activities undertaken which might result in staff being exposed to 
violence to ensure current control measures remain valid. 

MAIN HAZARDS: 

Violence / assault  Fire / explosion  Abrasion  

Abusive behaviour  Stressful postures  Slips / trips  

Cut / stab/ gunshot  Lifting / handling  Crush injuries  

Impact bruising  Fatigue / stress    

PERSONS EXPOSED: 

Employees  Public  Vulnerable Groups  

CURRENT CONTROL MEASURES: 

 All staff at risk of violence / assault will undergo workplace training.  

 Mobiles are carried by staff and telephone points available.  

 Staff are selected for particular roles to ensure the right person with the right experience. Staff under 
the age of 18 would generally be supervised by a competent person or regularly checked on following 
the level of supervision table.  

 Senior / experienced staff constantly monitor customers who will escalate interventions as necessary. 
Young staff, volunteers etc. are advised to report any concerns quickly to management and not 



become involved themselves. 

 First aid facilities are provided. All personal injuries would be treated by First Aid with ambulance and 
Police called where necessary. Any such incidents or potential incidents would be investigated by 
management with the member of staff concerned. 

 All staff are encouraged to help identify circumstances in which they feel vulnerable to violence at work 
and steps that could be taken to increase workplace safety. We treat incidents of verbal, threatening, 
abusive or violence to our staff very seriously. Threats, intimidation, harassment and physical violence 
would be reported to management. Should any member of staff suffer injury (mental or physical) from 
any such incident they will be given full support.  

 We will ensure that appropriate medical treatment is obtained, involvement of the police where 
appropriate and support for members of staff is given. Appropriate action to prevent recurrence of the 
incident will be considered urgently, using the incident report to identify possible remedial action. 

 An employee who has suffered violence at work shall be entitled to sick leave at full pay and for the 
duration of the sick leave shall suffer no loss of employment rights or benefits. We will ensure that the 
employee is advised of appropriate counselling and support schemes, and the employee shall have the 
right to paid time-off, if appropriate, in order to assist them to recover from the psychological effects of 
the violence. Addresses of local Victims Support organisations shall be made available. 

 Full assistance shall also be available for any claim for compensation from the insurers and/or the 
Criminal Injuries Compensation Board. 

 We will ensure that an employee receives full support during any police enquiries. 

 Adequate insurance is held, including employers and public liability insurance. 

 All incidents of violence at work would be reported to the enforcing authority under The Reporting of 
Injuries, Disease and Dangerous Occurrence Regulations as required.  

 Cash carrying carried out by senior management, all cash kept in safe until banked. The timing and 
route taken varied as far as possible to avoid patterns being established.  

 The tools which could potentially be used as a weapon against staff or animals are kept safe.  

LEVEL OF RISK? 
Low  

 
Med 

 
High 

 

ADDITIONAL CONTROLS REQUIRED: DATE 

 The Safe Working Procedure should be followed and monitored by management. 

 Consider installation of panic buttons. 

 Ensure training records are kept. Key areas for training will include violence at work, 
cash handling, and arrangement for reporting incidents and accidents. 

 All staff / volunteers must be fully aware of risk of violence, aggression, robberies etc. 
They must be fully aware of how to raise alarm of violent or aggressive customers, 
particularly any vulnerable, young or seasonal workers.  

 Make sure all key holders (including deputies) have emergency equipment such as a 
torch, whistle (rape alarm if considered of benefit), mobile phone / radio etc. and 
personal protective equipment (such as jacket etc.) available. A contact sheet with 
emergency numbers, including glaziers to board up broken glass / damage, locksmiths 
for damaged locks etc. should be kept.  

 Make sure all staff aware of panic button locations and what to do if they hear alarm. 
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Five Sisters Zoo                      Safe Working Procedure ZSP004 

TASK / ACTIVITY: VIOLENCE  

TASK DESCRIPTION: 

The Health & Safety Executive's (HSE) definition of work related violence is: "Any incident in which a 
person is abused, threatened or assaulted in circumstances relating to their work." This could include 
robbery or from customers in general. 

Staff dealing with people, particularly the public could face aggressive or violent behaviour. Physical 
attacks are obviously dangerous but serious or persistent verbal abuse or threats can also damage your 
health through anxiety or stress. The zoo considers threatening behaviour, verbal abuse and the risk of 
violence to be a serious matter and recognise & accept we have both a moral and legal responsibility to 
prevent or reduce the risk of violence.  

In accordance with our Health and Safety Policy, everyone is responsible for the implementation of all 
measures introduced in accordance with the spirit of these Guidelines within their workplace. Managers 
and staff must continue to review work activities undertaken which might result in staff being exposed to 
violence to ensure current control measures remain valid. 

MAIN HAZARDS: 

The main hazard is from being verbally abused, sworn at, threatened or even attacked, however serious 
acts of violence are fortunately relatively infrequent. Verbal abuse and threats are the most common 
type of reported retail incidents. Robbery could pose a particular risk of injury. Physical attacks are 
obviously dangerous but serious or persistent verbal abuse or threats can also damage health through 
anxiety or stress. 

Generally, young workers, pregnant women or less experienced workers are at greatest risk. Women 
may be at greater risk of sexual harassment and men may be at greater risk of actual physical assault.  

CONTROL MEASURES: 

 These guidelines establish simple procedures to help you decide the most appropriate course of 
action should anyone become hostile or abusive. We will also ensure sufficient numbers of staff are 
on duty on the zoo park.  

 We have a no heroes policy. Your safety is a priority in any given situation. 

 Induction training and specific training is provided to all staff. If you feel you need more training you 
should raise the matter with your supervisor.  

 If you are unhappy or uncomfortable with your safety seek advice from your supervisor or a member 
of management.  

 Show good communication skills, be polite and courteous and be alert to any potential problems to 
enable you to deal with difficult situations in a calm, confident and safe manner.  

 Refusing a visitor contact with the animals, requesting them to not smoke, eat or drink or similar 
could provoke verbal abuse or violence if not done politely and quietly in order to minimise the 
embarrassment to the visitor.  

 Make sure sharp objects or those which could be used as a weapon (e.g. scissors / knives / rakes / 
brooks / forks etc) are kept away from general public access at all times when not in use.  

 We will try to ensure the working environment stays in good condition; adequate lighting is provided 
and will not pose any additional hazards which could increase the risk of violence.  

 Inform one of the managers quietly if you are worried or concerned about the behaviour of a visitor 
or member of staff.  

 Only authorised staff may empty tills or handle money for banking.  

GENERAL PRECAUTIONS / EMERGENCY ACTION 

 Raise the alarm by telephone or shouting as appropriate.  

 Always act in accordance of your training, remembering your safety is our priority. In the event of 



perceived danger, withdraw to a position of safety and call for back-up. 

 If all else fails, only use ‘reasonable force’ when absolutely necessary to defend yourself. Make sure 
the Police and other emergency services are called quickly should the need arise.  

 NEVER RETALIATE!!! Learn to recognise early signs of anger to diffuse situations from happening 
and call for management. 

 DO NOT try to restrain or detain a person. You should not, under any circumstances, give chase for 
the purpose of restraining or detaining an intruder, offender or other such person.  

 Verbal threats - acknowledge the threat calmly (e.g. "I hear what you’re saying but threatening me 
isn't going to solve it").  

 Foul, racist and sexist abuse should be handled by making it clear bad language won't be tolerated 
(e.g. "I'm not going to do anything while your swearing at me!"). 

 Defusing anger is hard if you can't get a word in, so listen to what the person is saying 
acknowledging by nodding and say "I appreciate how you must feel" etc. However, never make 
promises you can't keep and call for management help.  

What to do if someone becomes abusive or threatening? 

 Put personal safety first. Never enter, or remain in any situation you feel is beyond your 
competency. Try to separate yourself from the offender (e.g. behind the counter). 

 Raise the alarm with management as soon as possible.  

 Act calmly and quietly, maintaining a polite attitude.  

 Avoid becoming physically involved in confrontation. Remember information such as a description of 
the offender, characteristics or regional dialects which could help identify them. 

 In circumstances where you suffer actual physical assault, use discretion & use the minimum force 
necessary to remove yourself from the threat, with the least possible risk of physical injury to all.  

 Where injury is sustained, medical advice should be sought as soon as possible. 

 Always inform management of any incident or 'near miss' as soon as possible. 

 If an urgent situation arises contact the Police immediately by dialling 999. 

 Ensure you know how to raise the alarm– and what to do if you hear it. 

 All injuries, incidents and accidents should be reported to managers.  

How to respond to armed robbery? 

 Make no sudden movements to raise the alarm 

 Put personal safety first 

 Try to remain calm, even though the robber is shouting and trying to frighten you 

 Give them what they want if you can, don't stare or maintain eye contact 

 Be observant of their appearance to tell the police and management. 

BIOLOGICAL AND CHEMICAL HAZARDS 

 You could potentially be exposed to hazardous substances should you suffer any physical assault, 
particularly should injury be sustained. You could encounter needles, or have to deal with members 
of the public who pose a risk themselves (such as Hepatitis carriers) from body fluids such as saliva, 
blood or vomit. Syringes or body fluids can transfer disease.  

 Clearing up Blood / Bodily Fluid Spillages; 

o Equipment and surfaces contaminated with blood or bodily fluids of anyone regardless of 
medical status should be immediately cleaned with an appropriate disinfecting agent such as 
Dettol. Disposable surgical gloves should be used. All contaminated materials should be 
placed in a sealed plastic bag and disposed of as medical waste. 

 Any incidents of exposure should be reported to management IMMEDIATELY. First aid treatment 
should be provided immediately following all exposures and appropriate medical treatment sought. 
REPORT all such incidents for investigation and statutory reporting where necessary. 

 


