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EXECUTIVE SUMMARY

Introduction

A comprehensive literature review was conducted covering the management and prevention of
work-related violence in retail and licensed premises. This review forms the evidence base of
the ‘Good practice toolkit on preventing violence in retail and licensed premises’ available on
the HSE website. This literature review and the toolkit were part of a research project
commissioned by Westminster City Council (WCC), and funded by HSE under the ‘Local
Authorities (LA) and HSE Working Together Strategic Programme’. This initiative aims to give
Local Authorities better access to scientific support.

Methodology

The literature review was conducted at the start of the project in October 2005 and was used to
identify gaps in the literature and inform the development of the toolkit. In order to identify
relevant literature for the review, a number of sources were searched, including electronic
databases used by HSE and general searches of the internet.

Due to the large volume of literature on violence and aggression, the search was restricted to
literature relevant to the sectors forming the focus of this project, i.e. the retail sector and
licensed premises.

Findings and conclusions

Despite a major problem with under-reporting, work-related violence is a significant issue,
particularly in licensed and retail premises. Duty holders need to take more action to prevent
and manage the risks of work-related violence.

The risk factors for violence need to be considered These include the type of work staff are
involved in and the training they receive, the location of premises, job design and work
environment factors. Some of these risk factors may be open to change, whilst others may
require control to minimise the risks. Consideration also needs to be given to any special groups
of staff who may be at more risk and if they need any additional or special interventions to
manage that risk.

Violence management can be achieved through risk assessment. There are numerous resources
available, including the good practice toolkit developed as a result of this work, which aims to
aid duty holders in this process. There are also numerous measures to control and manage the
risks of violence in retail and licensed premises, and these measures do not have to be
expensive. One of the most important measures is raising awareness amongst staff that work-
related violence, including verbal abuse, is not acceptable. This can help staff work with
managers in tackling this problem. Another key measure is partnership working, whether
between similar businesses, with the police or local authorities, or trade unions etc. It is much
easier to tackle work-related violence and crime when groups work together, sharing
information and resources. Other measures can be grouped under headings relating to the
environment, the job, training, or other legal options. A combination of these measures is
advised. Duty holders need to decide what is reasonably practicable for them.

The review suggests much is possible in preventing and managing work-related violence in
retail and licensed premises, although little evaluation work has been done.
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Recommendations

Raising awareness: Attention should be paid to raising awareness of work-related violence as a
health and safety topic to be assessed and managed in the same way as other workplace hazards.
Duty holders need to include work-related violence, including verbal abuse as one topic in their
risk assessment. In addition, attention needs to be paid to raising awareness at the staff level that
violence is not acceptable. This should increase reporting and help organisations work with staff
in tackling this issue.

Improving reporting: There is a need for improved reporting on this issue in order to better
establish the extent of the problem, raise awareness and encourage action. Duty holders and
their staff need to be encouraged to report violent incidents and simpler methods of reporting
need to be developed.

Using risk assessment: Duty holders should be encouraged to use risk assessment as a way of
managing and preventing the risks of violence. The toolkit developed as part of this work
should aid employers in using a risk assessment process for this topic and Environmental Health
Officers should use the information provided in the toolkit as a way of helping organisations
through this process.

Combining measures and working in partnership: Duty holders should be encouraged to use
a combination of measures most suited to their situation, business type and size, and again the
toolkit can help organisations identify possible and suitable measures. Partnerships between
organisations as well as between, for example, the police and Local Authorities should also be
encouraged as an effective measure in tackling work-related violence and crime.



1 INTRODUCTION

1.1 BACKGROUND TO THE REVIEW

This report details a comprehensive literature review covering the management and prevention
of work-related violence in retail and licensed premises. This review forms the evidence base of
the ‘Good practice toolkit on preventing violence in retail and licensed premises’ available on
the HSE website (http://www.hse.gov.uk/violence/toolkit/index.htm). This literature review and
the toolkit were part of a research project commissioned by Westminster City Council (WCC),
and funded by HSE under the ‘Local Authorities (LA) and HSE Working Together Strategic
Programme’. This initiative aims to give Local Authorities better access to scientific support.

WCC saw crime and disorder and the risk of violence to staff and customers as significant
issues in licensed and retail premises. They had started to tackle these problems through their
CivicWatch Business project and partnership with Police Licensing, but felt that their work
would be further enhanced by national guidance — the toolkit.

HSL Work Psychologists, drawing information from this review, developed the toolkit in
consultation with WCC and other stakeholders.

1.2 LITERATURE REVIEW METHODOLOGY

The literature review was conducted at the start of this project in October 2005 and was used to
identify gaps in the literature and inform the development of the toolkit. There may, therefore,
be more recent literature on this subject published since October 2005, which is not covered in
this review.

In order to identify relevant literature for the review, a number of sources were searched. The
HSE Search Team were asked to search their databases for the following terms:

*  Violence

= Aggression

» Threat

»  Verbal/Physical abuse

=  Crime

Disorder

=  (NOT domestic violence)

AND
= Guidance
» Good / Best practice
» Managing / management

Preventing / prevention



AND
Licensed premises

Pubs

Nightclubs
Retail premises

= Clubs
= Shops

Banks/Building Societies

The following databases were searched: Applied Social Sciences Index and Abstracts,
International Bibliography of the Social Sciences, HSE LINE, CISDOC, NIOSHTIC, RILOSH,
OSHLINE, Psychinfo, Medline, Embase, Business Source Corporate, and HSE research reports.

In addition to these sources, general searches of the internet were conducted, with a particular
focus on other government websites, and literature provided by stakeholders such as Trade
Unions, and charities like the Suzy Lamplugh Trust, were also reviewed.

Due to the large volume of literature on violence and aggression, the search was restricted to
literature relevant to the sectors forming the focus of this project, i.e. the retail sector and
licensed premises.



2 WORK-RELATED VIOLENCE: SETTING THE SCENE

2.1 VIOLENCE: HEALTH AND SAFETY OR CRIME ISSUE?

There is some question as to whether work-related violence is regarded as a health and safety
issue to be dealt with by organisations or whether it is a crime issue to be dealt with by the
police and crime prevention officers. Indeed, McGeer (2004) suggested that one reason for few
businesses taking steps to address high levels of anti-social behaviour might be because
lawlessness is traditionally seen as the prerogative of the police. Furthermore, the Home Office
(2004) discussing the ‘Small Retailers in Deprived Areas’ (SRDA) initiative reported that some
individual businesses viewed the SRDA initiative as a way to boost their competitive edge
rather than as a vehicle to improve security and safety. However, it has also been suggested that
assaults and abuse connected with work activities are starting to be seen as a health and safety
issue and the separation of criminology and Occupational Health and Safety (OHS) is likely to
blur with increasing levels of occupational violence (Mayhew, 2000; Shapland, 1995).

Whatever view is believed, various literature refers to the legal responsibilities of managers
under health and safety legislation and hence moves the focus away from violence being a crime
and security issue to it being a health and safety issue. Employers have legal duties under the
Health and Safety at Work Act ‘to ensure as far as is reasonably practicable, the health, safety
and welfare of their employees’. This duty includes risks arising from physical or verbal
violence at work and, as such, usual health and safety risk assessment processes apply. By
addressing workplace violence as a preventable hazard, employers can develop practical and
effective strategies to protect their employees from serious health and safety risk. (OSHA, 1998;
Poyner, 1988; Scottish Executive, 2004; USDAW, 1999)

While some employers take the control of work-related violence seriously, there is evidence that
some do not. Indeed, the International Labour Office (2003) suggested that the recognition of
workplace violence as a major threat to health and safety needs to be enhanced. It has been
suggested that incentives for employers (particularly small and medium-sized enterprises
(SMEs)) may help to raise the profile of the management of work-related violence, and
initiatives such as the Scottish Executive’s scheme rewarding good practice in training and
prevention already exist (Scottish Executive, 2004).

2.2 RELEVANT LEGISLATION

Various pieces of legislation relevant to work-related violence are discussed within the literature
(Beswick et al, 2003; GMB, no date; HSE, 1995, 1997, 2002; Scottish Executive, 2004; Unison,
1997, 2003; Zarola and Leather, 2006). The main legislation is summarised below:

Health and Safety at Work Act (HSWA) 1974

This Act places a legal duty on employers to ensure as far as reasonably practicable the health,
safety and welfare of employees and that their employees work in a healthy and safe
environment. Under the Act an employer has an obligation to ensure any potential risk of
violence is eliminated or controlled. Unison (1997) reported that this legal duty is often ignored
or minimised and the response to it is reactive or focuses more on the individual than the
organisational context.

Management of Health and Safety at Work Regulations (MHSW) 1999

Requires employers to consider risks to employees and carry out a risk assessment to protect
employees from exposure to reasonably foreseeable violence. A risk assessment is an
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examination to determine what hazards exist in the workplace, to establish significance of risk,
to identify and implement prevention measures and to produce a clear management achievement
plan. Employers also have a requirement to appoint competent people, set up emergency
procedures, provide information to employees and work together with employers sharing the
same workplace. In addition, employees have a requirement to use the information/training
received and to report dangerous situations/shortcomings in health and safety arrangements.

USDAW (1999) noted that the MHSW Regulations ACOP specifies the adoption of a
‘hierarchy of control’. Mayhew (2000) also recommended that strategies should be based on
the Occupational Health and Safety ‘hierarchy of control’. This hierarchy involves the
following:

1. Elimination of risk by removing the hazard is preferred.

2. If elimination is not possible, substitution with a less hazardous work process or
improved equipment or technology is preferred.

3. Third choice is re-design of work equipment or work process to reduce risks.
4. Fourth choice is isolation of the hazard.

5. As a last resort administrative controls and use of personal protective measures is
selected.

The Reporting of Injuries, Diseases and Dangerous Occurrences Regulations (RIDDOR)
1995

Employers must notify the relevant enforcing authority in the event of an accident resulting in
death, major injury or absence from work for three or more days. This includes physically
violent incidents. However, RIDDOR does not cover threats and verbal abuse.

Safety Representatives and Safety Committees Regulations 1977
Health and Safety (Consultation with Employees) Regulations 1996

Employers must consult with safety representatives on all risk assessment steps. Safety
representatives represent staff on matters of health and safety (H&S). They may take up any
issues of concern and have legal rights to raise H&S complaints with management, investigate
hazards and complaints, inspect workplaces, investigate accidents/incidents, obtain information
and facilities from employers/inspectors to help them carry out the safety representative role,
insist on safety committees etc. The MHSW Regulations also give safety representatives the
right to be consulted by the employer on information and measures used for the H&S of their
members. Independent research reported by GMB (no date) has shown that where trade union
safety representatives operate, employees are 50% less likely to have an accident. Under the
Health and Safety (Consultation with Employees) Regulations 1996, employers must inform
and consult with employees on matters relating to health and safety.

Finally, related to legislation is the issue of compensation. Walsh (2006) discussed various
possible changes to financial compensation related to violence and some implications of these.
In December 2005 the Government launched a Green Paper on supporting victims of crime,
which suggests that the current scheme for compensating victims of crime (i.e. Criminal Injuries
Compensation Scheme) should focus payment on those who suffered serious injury. This
means that employees who suffered lesser injuries during employment may now be excluded
from seeking compensation and these claims will have to be met solely by employers. Also, if
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such changes take place in 2006, more claims from lesser-injured people will go to civil courts.
Walsh suggests that a standard ‘Employers Liability Insurance Policy’ is unlikely to cover
injuries to staff due to violent crime if there was no fault found on the employer. It is expected
that victims will allege that employers failed to reduce the risk of violent assault or deal
appropriately with an employee following an incident. Therefore, employers will need to look
carefully at insurance cover (with the overall cost of insurance cover likely to increase) and
ensure they have a risk assessment fully implemented for the risk of violence. USDAW (2003a)
reported the USDAW ‘Legal Plus’ scheme that gives legal assistance to members that are
injured in criminal attacks. However, they noted that it is important that members act quickly
and report the incident to the police, employers and the USDAW representative within 48 hours
unless injuries prevent them from doing so.

2.3 STATISTICS

Statistics on the level of work-related violence within the licensed and retail sectors come from
a variety of sources including national household surveys (e.g. the British Crime Survey) and
surveys of memberships (e.g. USDAW surveys). It is widely believed that there is a significant
level of under-reporting of work-related violence (this is discussed in some detail in this review)
and this combined with inevitable weaknesses in survey methodologies means that an accurate
picture of the nature and extent of work-related violence is unlikely. However, the following
sections of this review summarise some of the evidence.

The Home Office published the latest figures (for 2003/04 and 2004/05) on work-related
violence from the British Crime Survey (BCS) in October 2005 (viewed from the violence
pages of the HSE website, www.hse.gov.uk). From these figures it shows that the number of
incidents of violence (assaults and threats) experienced by workers in England and Wales in
2004/05 was 655,000.

2.3.1 Retail

There have been a variety of statistics for the occurrence of work-related violence in retail
premises. For example, USDAW website information reported that between 1995 and 2002
there were 118,000 physical violence victims, 250,000 threats and 500,000 verbal abuse
incidents. Furthermore, USDAW reported:

= An average of at least one shop worker in Britain is attacked every hour of every
working day.

= 47% of members reported physical attacks in the last 12 months.
=  72% reported threats of physical violence (frequency varied from 23% reporting
violence only once or twice in the last year to 25% reporting violence at least once a

week).

= 86% reported verbal abuse in the last year (36% said it was a daily occurrence and 59%
said it happened at least once a week).

= 48% knew of examples where staff were off sick as a result of violence or threats
resulting in mental stress, worry, insomnia, depression, sickness, being irritable etc.

= 41% knew of people forced to leave work/change jobs due to fear.



Three quarters of members reported that they were very or fairly worried about being
physically attacked at work (this is higher than the actual incident percentage so effects
of physical violence may extend beyond physical injuries).

87% of members reported being very or fairly worried about verbal abuse.

Examples of such physical violence, threats and verbal abuse included:

A cashier stabbed in arm during robbery;

An employee hit by customer who lost their temper because they could not authorise a
refund.

When approached for stealing, a drunken gang threatened they would get the manager’s
wife and baby;

When collecting trolleys an employee was threatened with a knife.

Employees receive verbal abuse when they refused to sell alcohol to young customers
or when they refuse to refund for no proof of purchase;

Customers become impatient whilst queuing at tills or because staff did not have the
goods the customer wanted. (USDAW, 2002b, 2003b).

In a later survey of shop workers and managers (660 staff surveys were completed and 113
managers forms were completed), USDAW (2004a) reported the following statistics during the
survey week:

Abuse (887 incidents), threats (224 incidents) and violence (107 incidents).
Wide variation of incidents between stores (40% had few incidents).

57% of workers were fairly or very concerned about verbal abuse and 21% were very
concerned.

64% of workers were fairly or very concerned about threats and 28% were very
concerned.

65% of workers were fairly or very concerned about violence and 36% were very
worried.

Managers’ survey showed that police attendance to violence call-outs was 48% and
62% to incidents without violence. 59% said there was a generally good response,
however, 60% reported that the response time was over one hour and 40% under one
hour.

Only 30% of managers were aware of their local crime and disorder reduction
partnership (CDRP) and only 15% of managers were contacted by the CDRP (but 88%
of those contacted found them helpful).

In a study of over 500 independent retailers, the Association of Convenience Stores (2004a)
studied retailers’ views of violent crime and police responses and found the following:

80% of retailers believe the problem of violent crime and anti-social behaviour is
getting worse.



*  61% believe police efforts to help have not improved.
= Only 27% believe the police are doing better.

= 38% of attacks saw no police action at all and if police visits were made 27% saw no
follow up action compared to 15% in the same poll last year.

= Only 13% of retailers said they have had any contact with their local Crime Reduction
Partnership compared to 35% last year and only 10% of local stores said they were
involved in any local community scheme.

The Safety and Health Practitioner (2003b) reported, from the British Retail Consortium’s
(BRC) 10th annual crime survey, that in 2002 there were 16,200 physical assaults against staff,
48,600 threats of assault and 70,000 incidents of verbal abuse. The BRC (2005a, 2005b) also
reported the following statistics for 2003 and 2004.

= Verbal abuse rose by 35% in 2004 compared to 2003. The number of incidents of verbal
abuse per 1000 employees rose from 23 in 2003 to 31 in 2004, and per 100 outlets there
was an increase from 159 (2003) to 223 (2004).

=  The number of incidents of threats of violence per 1000 employees fell from 47 in 2003
to 19 in 2004, and per 100 outlets there was a decrease from 318 (2003) to 135 (2004)
incidents (but a substantial increase from 30 in 2001).

=  Physical violence was up 14% in 2004 compared to 2003. The number of incidents of
physical violence per 1000 employees rose from 7 in 2003 to 8 in 2004 and per 100
outlets there was an increase from 43 (2003) to 62 (2004).

= Theft incidents rose by 18%. There was an increase from 2886 incidents in 2003 up to
3385 incidents of customer theft for every 100 retailers in 2004.

= There was a 9% increase in the cost of crime (value of losses from crime and crime
prevention costs) (£1.96 billion in 2003 up to £2.13 billion in 2004). They suggested
that investment did not work as £3.5 billion was spent on crime prevention over the past
five years but losses were more than £7 billion.

Despite these high statistics for retail crime and violence, Robson and Teague (2005) reported
that crime incidence in the retail, wholesale and motor trade category for assault on owners/staff
was only 5%. However, the incidence of robbery was 11% and shoplifting was 38%, and a lot
of violent crime can result from these types of crime (as reported in the third bullet point of
Shury et al (2005) below). Indeed, the BRC’s 11th annual retail crime survey found that
customer theft accounted for 63% of physical violence incidents and robbery accounted for 6%
(BRC, 2004b).

Shury et al (2005) reported a large number of findings from the second Commercial
Victimisation Survey 2002 (a national survey of crime against business premises in England and
Wales), the following of which were relevant to retail.

= 1in4 retailers were subject to some sort of violent crime.

= Repeated victimisation was common for some crimes, including threats and assaults for
which a relatively small number of businesses account for the vast majority of incidents,
e.g. 94% of 1.7 million incidents were directed at just a third of victims.



= Experience of threats and assault was strongly linked to victimisation by a range of
other crimes including theft, vandalism and attempted burglary.

= Retailers open for long hours (more than 9 hours per day on average) or that were
located in deprived or more urban areas were more likely to be the victim of violent
crime/robbery or be concerned about teenagers hanging around.

= The use of a firearm during a robbery was rare (7%) but a knife was used in 21% of
robberies. The use of a firearm of knife was more prevalent in more deprived areas.

= After dark, one in four retailers had some concern for safety. Perceptions of anti-social
behaviour were reflected by 32% of retailers feeling that ‘teenagers hanging around’
was a fairly or very serious problem (this could reflect a genuine increase in such
behaviour or simply an increase in the national debate on such issues). This concern
was felt less by more isolated retailers where risk of crime is lower and gangs do not
hang around.

= Comparison with the first 1994 survey showed that there was a slightly higher
prevalence of violent crime amongst retailers of all sizes, 23% compared to 20%,
although this was accounted for by higher rates of violence against larger retailers.
However, the apparent increase may partly reflect changes to employers recording
practices following the introduction of RIDDOR legislation in 1995 that requires
employers to report serious incidents of violence to their enforcing authority.

Finally, the following statistics are related to the problem of retail violence in the US but while
these are not UK-relevant, they do show the extent of the retail violence problem and provide a
useful worldwide context. Casteel et al (2004) found that violence accounted for 99% of all
deaths among liquor store employees in the US. In an analysis of data from the Bureau of
Labour Statistics Census of Fatal Occupational Injuries, Janicak (1999) reported that retail has
the highest fatality rate with 1.66 deaths per 100,000 employed and the highest homicide rate
with 1.57 homicides per 100,000 employed. Also, of 918 fatalities reported, 18.5% were the
result of a violent act and of these, 74% were in retail. Over 57% occurred between 7pm and
3am and the majority of these were related to robbery incidents. It was suggested by Licata
(2000) that many retailers fail to recognise the threat of violence. For example, retail trades
account for 85% of non-fatal assaults and more than half of murders. In 1997, 665 retail staff
were fatally injured and 59% of these were homicides. Peek-Asa and Howard (1999) studied
inspection and investigation practices of different industries for violence/security and found
that, despite still being under-represented by inspections, retail was inspected for violent events
most frequently. Such retail inspections were most commonly initiated by accident reports
(45%) or employee complaints (38%) and were most likely in response to Type | violence
(robberies and criminal activity — this type of violence accounts for almost 80% of homicides
and at least 30% of non-fatal assaults).

2.3.2 Licensed Premises

There is considerable evidence linking the incidence of violence to the consumption of alcohol,
and this is likely to have an impact on the incidence of violence towards staff working in
licensed premises. However, information on work-related violence within such premises is not
prevalent. Statistics have showed that there is an estimated 1.2 million incidents of alcohol-
related violence in the UK (Cabinet Office, 2003; Gates, 2000). Also, the Home Office in
October 1999 reported that a third of assaults and threats were due to alcohol and 17% due to
drugs. The TUC, in January 1999, reported that violence in hotels and pub/restaurants had
increased by 3% in the last five years (Gates, 2000). Later statistics suggest that the incidence
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for assault on owners/staff in the Hotels and Restaurants category was 11% (Robson and
Teague, 2005).

Some references reported specific statistics relating to violence in licensed premises. In the
‘Tackling Alcohol-related Street Crime’ project, Maguire and Nettleton (2003) reported the
following:

= 61% of alcohol incidents involved physical violence.

= Qver half of the alcohol incidents (and the most violent ones) were outside licensed
premises.

= 42% of arrestees had previous arrests for violence.

= Door staff were victims or alleged assailants in 16% of violent incidents. Luke et al
(2002) found that doormen were felt to be responsible for 11% of assaults.

= Most common assault was punching and kicking. In 10% bottles were used.
= Most injuries were minor but 12-15% were more serious.

Furthermore, Richardson et al (2003) cited statistics showing that alcohol use was linked to
violent crime.

= Binge drinkers were more likely to offend than other young adults (39%) and binge
drinkers are five times more likely to admit to fight incidents.

= Young male binge drinkers were particularly likely to offend (49%).
= One quarter of male binge drinkers reported being involved in violence.

= The frequency of drunkenness was strongly associated with violent crime and fighting.
Those people that are drunk at least once a week are five times more likely to be
involved in violent crime or fighting.

= Young adults admitted to fights more during or after drinking.

There seems to be some disagreement in statistics relating to violence in licensed premises. For
example, Leather et al (1997) reported that a significant proportion of licensees are exposed to
either verbal or physical violence on a regular and alarming basis with statistics such as 38%
experiencing shouting or abusive language at least once a week, 17% experiencing it daily, 30%
experiencing fights without weapons, 22% experiencing fights involving weapons and only 6%
saying they had never experienced any of these types of incidents. In contrast, Marsh and Fox
(1992) reported that 36% of pubs experience disruptive arguments between customers only once
a month and that the majority of pubs have little violence with only 6% of pubs reporting fights
every week and only 5%/1% of managers reporting being attacked monthly/weekly. However,
these differences may reflect the different times that the two research projects were done.
Furthermore, Marsh and Fox (1992) suggested that some companies had reduced the number of
managers being attacked by implementing training programmes for managers, implying the
success of such a preventive measure.

The existence and use of weapons in violence in licensed premises has also been covered.
Coomaraswamy and Shepherd (2003) reported that glasses and bottles were used as weapons in
about 10% of all assaults and bar glassware had been identified as the principal weapon in
licensed premises violence. Furthermore, it was found that injuries inflicted with glass were
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more serious than injuries sustained by bottles. Similarly, in a study of hospital usage, Luke et
al (2002) found that patients were attacked with glass bottles or receptacles in 19% of assault
cases.

Finally, Homel et al (2004) showed that reductions in violence could be made if a programme of
measures is introduced. For example, following the Queensland Safety Action Project, major
reductions in aggression and violence were observed. For example,

= Arguments decreased by 28.2%
= Verbal abuse decreased by 60.4%
= Challenges and threats decreased by 40.5%
= Assault rates declined by 81.2%
2.4 UNDER REPORTING

There was a general agreement within the literature that violence is greatly under-reported.
“With the current culture of under-reporting of retail crime, these figures may well only be the
tip of the iceberg ...” (BRC, 2005b)

For example, Leather et al (1997) refers to this gross lack of reporting of violence at both the
national and organisational level and gives estimates in the UK suggesting that between 30 and
80% of physical assaults go unreported. Robson and Teague (2005) also cited statistics
regarding the under-reporting of crime in the retail and licensed premises categories:

= Retail, wholesale and motor trade — only 3% report assault, 8% report robbery, and 13%
report shoplifting.

= Hotels and restaurants — 7% report assault, 8% report robbery, and only 2% report
shoplifting.

Moreover, the level of under-reporting is thought to be even higher for verbal abuse or threats of
assault. Therefore, it is easy to see that the problem of workplace violence, although potentially
large, may be largely unrecognised.

A few references referred specifically to licensed premises when discussing the under-reporting
problem. For example, Poyner and Warne (1988) noted that little data is available to show the
extent of the violence problem in pubs. The extent of reporting is believed to be low (e.g. in
1986 there were only 15 reported incidents including cash transit robbery, pub raids, intervening
and armed revenge/assault, resentment when asked to leave or refused service etc). There is a
view held by some individuals working within the licensed and other sectors that some violence
is inevitable and accepted (fatalism), so only serious incidents are reported. Therefore, it is
suggested that reporting be encouraged, e.g. by using telephone reporting systems, to overcome
this problem. Poyner and Warne also reported that there seems to be a difference between
‘managed’ pubs, where the brewery has more control and therefore there are more reports, and
‘tenanted’ pubs that run on their own and therefore report work-related violence less. Homel et
al (1992) and Cusens and Shepherd (2005) noted that police statistics greatly understate the
extent of alcohol-related violent crime because most alcohol related assaults are not reported
and because police often seem reluctant to record alcohol-related assaults. Homel et al (1992)
suggested that surveys of injured persons presenting at hospital for treatment might allow a
clearer picture of the true incidence of pub-related violence. Finally, Berkley (1997) highlighted
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the kind of threat that may prevent licensed premises from reporting incidents, “A club with too
many police calls can find itself fighting for its operating license”.

Home Office (2004) research shows that there is also substantial under-reporting of crimes
against small businesses and the SRDA case study surveys back this up. Business owners were
asked whether they had reported the most recent incident of each crime type they had
experienced over the previous 12 months and it was found that typically 59% of these crimes
had not been reported to the police. Similarly, in a survey of Sheffield independent small
retailers, it was found that while verbal abuse was the most common incident occurring
(representing 93% of incidents), this problem was not often reported as a crime and police
involvement was low unless it developed into a more serious incident (Press et al, 2001).

24.1 Reasons for under reporting

There were many reasons given in the literature for why people may be reluctant to report crime
and violence. The main reasons found are discussed below:

= Acceptance of a culture of aggression. Many people mistakenly regard/accept verbal
abuse as ‘part of the job’ (fatalism), especially security workers. Furthermore, many
service workers are encouraged to diffuse customer hostility with the customer service
mantra, ‘the customer is always right’ meaning that they could be likely to simply
absorb lots of verbal abuse (Boyd, 2002; GMB, no date; Scottish Executive, 2004;
Standing and Nicolini, 1997; Unison, 1997, 2003).

= Fear of being perceived as incompetent and unable to deal with the job. Employees
may think that it reflects badly on them and shows their failure to handle the situation.
Studies on the effects of work-related violence find that self-blame is common among
victims and so they do not report. This may be especially so for men as they do not like
to admit failure (Scottish Executive, 2004; Standing and Nicolini, 1997; Unison, 1997,
2003; USDAW, 2003b).

= Lack of reporting procedures or reporting procedures that are time consuming, onerous
or too complicated. Victims are discouraged due to not knowing how to report. Because
verbal abuse is so common, staff may not want to fill in a time consuming form each
time they experience it so in these cases it may be preferable to use staff meetings to
discuss it or use diary sheets to briefly record it (Scottish Executive, 2004; Standing and
Nicolini, 1997; Unison, 1997, 2003).

= Risk management is not part of the work culture. Employees do not feel encouraged by
management to report incidents and they may worry that the manager does not treat
reports seriously or that no action will be taken. Also, they may feel that there is a lack
of support from other employees (Scottish Executive, 2004; Standing and Nicolini,
1997; Unison, 1997, 2003; USDAW, 2003b).

= Lack of confidence in police response. There is a belief that the complaint will not be
dealt with seriously by the police or that the police can or will not do anything (“nothing
will get done so why bother” attitude). Factors such as previous experience of the police
not catching or prosecuting offenders (20% of retailers have reported this) or the speed
of response to the reporting of a crime being a major dissatisfaction (40% of retailers)
may also impact on the lack of confidence in the police response. Also, a belief that the
perpetrator is not dealt with seriously enough, that crime largely goes unpunished and
that the consequences for the offenders are not strong enough to deter them from
committing offences again was also suggested (BRC, 2005b; Hibberd and Shapland,
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1993; McGeer, 2004; Press et al, 2001; Scottish Executive, 2004; Shapland, 1995;
Shury et al, 2005; Young and Douglass, 2003).

Reporting offences only adds to the aggravation being experienced. Victims may not
want the attention to add to the distress that they already feel and post-crime trauma can
impede a victim’s ability and willingness to formally report an incident (Mayhew, 2000;
Scottish Executive, 2004; Unison, 1997, 2003).

Fear of reprisals and that the offender will seek revenge (Hibberd and Shapland, 1993;
McGeer, 2004; USDAW, 2003b; Young and Douglass, 2003).

Triviality. Many crimes and anti-social behaviour are sometimes seen as too trivial to
report or not serious enough, or are not worthwhile reporting because nothing was
stolen or the loss was too small to bother about (Hibberd and Shapland, 1993; McGeer,
2004; Shapland, 1995; Shury et al, 2005).

Lack of training (Scottish Executive, 2004).

Associated costs. Costs to employers such as time off for employees to attend court are
not worth it (Scottish Executive, 2004).

Victim’s relationship with an offender (Young and Douglass, 2003).
Violence was perpetrated by the injured person (Young and Douglass, 2003).

Publicity concerns (McGeer, 2004).

Robson and Teague (2005) cited statistics regarding reasons for non-reporting of work-related
violence in the retail and licensed premises relevant categories:

It will not achieve anything — retail 48%, hotels/restaurants 43%
Police do not find criminals — retail 34%, hotels/restaurants 28%
Crime is not serious enough — retail 24%, hotels/restaurants 27%
Lack of proof — retail 20%, hotels/restaurants 21%

Police are not interested — retail 25%, hotels/restaurants 20%
Could not identify offenders — retail 20%, hotels/restaurants 16%
Time consuming — retail 17%, hotels/restaurants 15%

Fear of reprisals — retail 5%, hotels/restaurants 6%

Fear of negative publicity — retail 2%, hotels/restaurants 4%

Retail and Hotels/Restaurants were most likely to report the top three reasons above. There also
appears to be a negative view of the police system: it was recognised that police systems should
be changed so that police have business crime as a key performance indicator, instead of
focusing on domestic crime. Also, it was suggested that police statistics should class business
crime as a separate category so that they can see the true extent of this crime rather than
submerging it within domestic crime statistics.
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2.4.2 Better reporting

A few references considered factors that may encourage reporting:

Poyner and Warne (1988):
= Encourage the feeling that incidents should not be tolerated in the job.
= Organisational policy to report incidents.

Shury et al (2005):

= Improvements in police responsiveness could have a very positive effect on levels of
reporting.

Standing and Nicolini (1997):

= Increasing awareness of the issue — the BCS showed that reporting of work-related
violence increased during the 1980s and 1990s.

= Differences in the perception of what counts as work-related violence — this is bound to
be affected by subjectivity in what is considered violent but also likely to be influenced
by the wider concern for violence due to greater awareness.

= Introduction of stricter policies and greater reporting requirements by some employers
may prompt higher reporting.

Various authors have recognised the need for the development of more adequate reporting
systems. MAYBO (2004a) and USDAW (2003a) reported that one top tip for reducing assaults
on staff was having a simple and effective violence reporting process to help build up a true
picture of the risks. Indeed, the International Labour Office (2003) reported that organisations
need a system of recording violence and violent incidents to raise awareness and learn about the
causes, nature and severity of violence, the extent of violence in different areas and contributing
factors. Also, USDAW (2005a) noted that any system for reporting incidents should include
reporting of threats and incidents that are work-related but happen outside work, e.g. while
travelling. The Scottish Executive (2004) noted that model guidance on the importance of
reporting workplace violence to employers should be agreed.

USDAW (2005b) suggested keeping a record of refused sales, for example, as such information
could be used to ban a young person from the store or as police evidence for an ASBO. Indeed,
one example of the success of how reporting and recording all incidents of violence, abuse and
threats can prevent incidents was noted by USDAW (2004b): a convenience store in Bradford
used an incident diary from the police and when the staff told the youngsters that the store was
collecting evidence they saw an immediate reduction in incidents.

This need for better reporting systems was why the British Retail Consortium (BRC) launched
SCAR (Stop Crime Against Retail). This initiative calls for police to modify the system of
crime reporting to encourage victims to report crimes, and calls on the government to work with
sectors to raise awareness of the impact of crime and violence against retail. Retailers must be
assured that police do take crime seriously and crime reporting by police needs modification
(BRC, 2005b).

To improve the reporting situation and make a reporting system more effective, there should be:

= Clear commitment from senior management to make the system work.
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= Simple to fill in and readily available reporting forms that are more than a simple
accident book so as to capture verbal abuse etc.

= Training for employees to ensure they understand the importance of reporting.
= Specific management training on encouraging staff to report.
= Involvement of union H&S reps to help get the message across. (USDAW, 2003b).

Also, the Association Against Business Crime (AABC) website (2006c) cited benefits of an
effective reporting system:

= Provides evidence on strengths and weaknesses of measures.
= Foundation for risk assessment and violence strategy.

= Essential base of data to work on.

= Establishes hot spots/issues leading to aggression.

= Trigger for staff care.

= Training issues can be identified.

Statistics: summary
*[] The majority of data on the incidence and types of violence are available for the retail sector.
There is little information on the licensed sector.

*[] There is evidence to suggest that work-related violence goes largely unreported.

*[] Verbal abuse is the most common form of work-related violence.

*[] Work-related violence statistics vary in what aspect of work-related violence is reported. For
example, some surveys suggest 72% of retailers experienced threats of physical violence in
the last year and 20% of retailers were subject to some sort of violent crime.
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3 ASSESSING THE RISKS IN RETAIL AND LICENSED
PREMISES

3.1 RISKS

Model

Poyner and Warne (1988) detailed a framework for analysing work-related violence. Figure 1
below lists some important aspects of the assailant, the employee and the work environment,

which influence the likelihood of assaults occurring (i.e. risks).

It also lists examples of the

kinds of interaction and outcome commonly involved in assaults. More details on each of these

sections are given below.

Assailant
Personality
Temporary condition
Negative/uncertain
Expectations

Immaturity
Peanle with dnns

The Interaction
Giving a service
Caring
Education
Money transactions
Delivery/collection
Controlling
Inspecting
Robbery
Vandalism

Interaction wrong =
violence

Employee
Appearance

Health
Age and Experience
Sex
Personality and
temperament
Attitudes
Expectations

Outcome
Verbal abuse
Threats with

weapon
Physical Injury
Attempted Injury
Angry behaviour

Figure 1: Elaborated model of violent assaults at work (taken from Poyner and Warne,

1988).

Assailant:

= Personality — history of violent and yigaGiagle behaviour.

ork Environment

orkin alone

= Temporary Conditions — alcohol, dgyighaHdiegs, stress with unpredictable effects.

= Negative/uncertain expectations aitixpeeti gyeuiegative interaction or in a bad mood.

me
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rritory
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= Immaturity — cannot control behaviour / peer pressure / group effects.
= People with dogs — can encourage aggressive dog behaviour.
Employee:

= Appearance - physical/heavy build, uniforms may provoke violence (but can
discourage it too).

= Health — mental illness, stress, reduced patience.

= Age and Experience — older age raises expectation of competence / experience and
improves reactions and confidence.

= Sex — women can calm customers, people generally do not hit women or women may
be more vulnerable.

= Personality/Temperament — natural at difficult situations.
= Attitudes — influence behaviour to public and tolerance of public.
= Expectations — expectation of having to control rowdy people.
Work Environment (physical setting/organisation culture and relationships):
= Working alone - isolation.
= Job location — local area provides knowledge of clients etc.
= Cash handling - risk of robbery, especially in retail.
=  Waiting and queuing - reduces tolerance and may create crowd effect.
= Time — may be more risk at certain times and days of week, e.g. pub drinking.
=  Territory — people feel more secure or better behaved in their own premises.
=  Privacy - being overheard with confidential information.
Interaction:

= For the likelihood of violence to increase there must be direct contact, either physical or
some other transaction, and a feeling of unfairness.

Outcome:

= Verbal abuse, threats, weapons, injury, anger etc — it is practical to include all these
terms under the general term of violence as the outcome can involve all the above.

Risks

There are numerous environmental, population and operational factors that are reported in the
literature as being associated with robbery/theft or violence/aggression. The list below covers
the main risk factors that have been discussed. They are either quite general and may apply to
both retail and licensed premises or they refer more to retail. Some more specific information
on licensed premises is also discussed later in this section.
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Environmental

Those employed in high crime or deprived areas (Licata, 2000; Mayhew, 2000;
McGeer, 2004; Nelson et al, 1997; OSHA, 1998). Also, Hendricks et al (1999)
mentioned having a low percentage of high school graduates in the area (strongest
association), high percentage of people on public assistance, low median rent and stores
close to graffiti and subsidised housing.

Lack of customers or nearby businesses allows anonymity and limited observation from
passers-by (Amandus et al, 1997; Janicak, 1999; Mayhew, 2000; OSHA, 1998). Indeed,
Amandus et al (1997) reported a lower probability of employee injury when customers
were present in the store during a robbery, as customers are seen as witnesses and so
may be a disincentive to violence.

Easy access/escape routes, e.g. ready access to cars/motorways for escape or a number
of exits from a premise (Janicak, 1999; Licata, 2000; Mayhew, 2000; OSHA, 1998).

Layouts designed to facilitate movement of shoppers in and out of stores mean that tills
and kiosks selling tobacco and lottery tickets are located near doors; therefore, they are
potential targets for robbers. Also, layouts comprising tills located along walls or an
obstructed view of counters (Allen, 2000; Hendricks et al, 1999; OSHA, 1998).

Poor visibility from outside shop to inside and poor lighting (Hendricks et al, 1999;
OSHA, 1998).

Older buildings and structures (strongest association) or newer and independent stores.
Also, stores not located in shopping centres. (Hendricks et al, 1999).

Environment factors such as overcrowded/busy premises, poor ventilation, dirty and
noisy etc (Boyd, 2002; Unison, 1997, 2003).

Population

Women feel particularly vulnerable (Unison, 1997, 2003; USDAW, 2005a).

High percentage of single males in the population or presence of groups of males who
are strangers (Graham and Homel, 1997; Hendricks et al, 1999). Graham and Homel
(1997) also noted that in-group/out-group perceptions, particularly among males, might
lead to aggression.

Inexperienced and younger staff — lack of experience, age and maturity may mean they
cannot deal as well with overbearing customers or aggressive behaviour (Boyd, 2002;
Mayhew, 2000), yet many job opportunities for young workers are in the hospitality and
service industries (Mayhew, 2000).

Marginalized populations (Graham and Homel, 1997).

Operational

Establishments carrying/handling large amounts of money and exchanging money, e.g.
shops, off licenses, post offices, bookmakers, security cash in transit employees (Boyd,
2002; Beswick et al, 2003; European Agency for Safety and Health at Work, 2002;
Janicak, 1999; Licata, 2000; Mayhew, 2000; Nelson et al, 1997; OSHA, 1998; OSH
Service, NZ, 1995; Press et al, 2001; Unison, 1997, 2003).
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Face to face contact/communications with customers/clients (European Agency for
Safety and Health at Work, 2002; Mayhew, 2000; Nelson et al, 1997; OSHA, 1998;
Unison, 1997, 2003).

Night and shift workers, including late evening work such as stores staying open until
10pm or 24 hours (Allen, 2000; Amandus et al, 1997; Beswick et al, 2003; Licata,
2000; Mayhew, 2000; Nelson et al, 1997; OSHA, 1998; USDAW, 2005a). Amandus et
al (1997) reported that 59% of robberies were at night time (9pm — 3am).

Those who work alone, e.g. at supermarket petrol stations (Allen, 2000; Boyd, 2002;
European Agency for Safety and Health at Work, 2002; Licata, 2000; Mayhew, 2000;
OSHA, 1998; RoSPA Occupational Safety and Health Journal, 2002; Unison, 1997,
2003; USDAW, 2003a). Indeed, Smith (2006) reported on a real life example of an
armed robbery on an off-licence shop and noted the risk of lone working in licensed
retail premises. However, Amandus et al (1997) noted that employee risk of injury was
not significantly different between one and multiple employee stores.

Working in small to medium-sized enterprises (SMEs) (McGeer, 2004).

Working in establishments selling/guarding expensive items, medications, highly
valuable items or alcohol/tobacco (Beswick et al, 2003; European Agency for Safety
and Health at Work, 2002; Mayhew, 2000; McGeer, 2004; Unison, 1997, 2003).
Indeed, Smith (2006) reported on a real life example of an armed robbery on an off-
licence shop and noted the risk of high demand goods in licensed retail premises.

Dealing with customers/shoplifters under the influence of drugs or alcohol or that have
mental health problems (Beswick et al, 2003; European Agency for Safety and Health at
Work, 2002; McGeer, 2004; Press et al, 2001; USDAW, 2005a).

Refusing to sell restricted goods to customers (e.g. drinkers or smokers) who are under
age or are without identification or refusing to sell alcohol after licensing hours
(Association of Convenience Stores, 2005a; McGeer, 2004; USDAW, 2003b; USDAW,
2005b).

Indeed, in a study of over 500 independent retailers it was found that local stores are being
targeted for violent crime, related to the sale of alcohol by people under the influence of alcohol.
Alcohol was a factor in 72% of the reported incidents. Alcohol was cited as being “often” the
reason for a violent crime in 34% of incidents and “sometimes” in 38% of cases (Association of
Convenience Stores, 2004a).

However, Norstrom and Skog (2005) reported that during a trial of Saturday opening of alcohol
retail shops, there was a significant increase in alcohol sales of 3.7% but no change in assault
indicators. Therefore, increased accessibility of alcohol may increase consumption but did not
increase alcohol-related harm (therefore more alcohol may not necessarily increase violence).

Delivery of goods or services (OSHA, 1998).

Opening and closing are particularly risky times. Key holders can feel particularly
vulnerable (USDAW, 2005a).

Poorly managed organisations and working under pressure due to excessive workloads,

inadequate stocks or staff shortages. This may slow employee performance and lead to
delays, queues and customer impatience and hostility (Boyd, 2002; European Agency
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for Safety and Health at Work, 2002; Janicak, 1999; Licata, 2000; Unison, 1997, 2003;
USDAW, 2003b; USDAW, 2005a).

= Dealing with angry customers in disputes/complaints, e.g. over goods, services and
refunds, allegations of short changing or cash mistakes or non-authorisation of card
purchases (Beswick et al, 2003; Press et al, 2001; Unison, 1997, 2003; USDAW,
2003b; Walsh, 2006).

MAYBO (2005a) reported that 13.2 million Britons experience major ‘tantrums’ during
shopping trips. Their survey found that long queues at tills are the greatest cause of retail rage;
almost a third of Britons admitted this made them lose control. Bored sales staff and crowds of
other shoppers took second and third position. Other reasons included rude sales assistants, out
of stock items and poor car parks. In addition, a survey of 800 workers by recruitment website
Retail Choice found that almost all of them had regularly suffered at the hands of rude shoppers
with almost two out of three saying they had been shouted and sworn at. These results are
interesting as they show that violence may come from ‘normal shoppers’ and not just as the
result of crime.

Other

=  Previous experience of robbery, assaults or threats (Amandus et al, 1997; OSHA, 1998).
Amandus et al (1997) reported that 47% of robberies were in stores robbed before.
However, they also reported a lower probability of employee injury with stores robbed
multiple times.

= Lack of security measures such as cameras or security personnel meaning that there is
low risk of detection and minimum protection (Janicak, 1999; Mayhew, 2000; OSHA,
1998).

= Perception by offenders that violence is ‘easier to get away with’ (e.g. retail compared
to banks etc) (Janicak, 1999).

= Intervening during theft by staff attempting to prevent it or confronting those who are
trying to steal (Press et al, 2001; USDAW, 2003b; Walsh, 2006).

= Troublemakers deliberately trying to cause conflict, staff asking known troublemakers
to leave or young people congregating outside shops (McGeer, 2004; Press et al, 2001;
USDAW, 2003b; Walsh, 2006).

= Evidence of a weapon (from American studies by Amandus et al, 1997; Hendricks et al,
1999). Amandus et al (1997) reported that 63% of robberies involved a firearm.
However, they also reported a lower probability of employee injury with firearm use
(compared with no weapon or blunt instrument).

Standing and Nicolini (1997) separated out risk factors into invariant ones (i.e. cannot be
changed) and manipulable ones (i.e. that may be able to be altered). For example:

» Invariant/constrained risk factors:
= Organisational purpose

= Location

= Size
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Cash handling
Client base

Characteristics of employees

Manipulable risk factors:

3.1.1

Management style and culture

Staffing levels

Recruitment and selection procedures
Working process and cash handling procedures
Risk assessment routines

Staff expectations and awareness
Organisational awareness and proactivity
Degree of organisational isolation

Licensed Premises

The literature suggested some risks specific to licensed premises.

Norstrom (1998) reported that assaults were significantly related to the consumption of beer and
spirits in pubs and homicide was related to the consumption of spirits in private contexts.
Therefore, this data suggests a link between alcohol consumption and violence.

Various references reported factors that influence levels of violence related to alcohol or
interacting factors that contribute to excessive drinking and possible violence (e.g. Cabinet
Office, 2003; Cusens and Shepherd, 2005; ICAP, 2002; Marsh and Fox, 1992; Richardson et al,
2003; The Portman Group website). For example:

Individual characteristics such as lower age (16-29 years), single males, impulsive and
aggressive personality, less stable family life/background, unskilled, social class of
customer etc.

Attitudes and motivations, e.g. desire to push limits and difficulty judging limits,
drinking linked to freedom, relieving stress or anger, using alcohol as an excuse, beliefs
that aggression is expected if drinking etc.

Macho subculture of drinking and social and peer group norms, e.g. friends encourage
extreme behaviour, drunkenness as an accepted excuse for violence, group
overconfidence, standing up for friends/self, social tension/prejudice.

Management factors, e.g. management skill and style, time manager is in post, manager
experience.

Risk taking and dis-inhibiting effects of alcohol.
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= Binge drinking effects such as cognitive impairment or hyper emotional effects of
alcohol, e.g. overconfidence, impulsivity, aggression in response to aversive stimuli,
lack of awareness and control, blurred judgement.

= Permissive environment of some licensed premises, e.g. encouragement of abuse,
swearing, sexual activity in patrons, door staff behaviour etc.

= Drinking environment and external characteristics, e.g. licensing laws, ‘trouble spots’,
crowded venues, inadequate access to bar, stale air and smoke, loud noise, irresponsible
venue policies, pool tables, heavy drinking culture, low price and availability,
advertising and low price promotion, beverage type and brands, lack of late night
transport, poor town centre layouts, lack of late night venues.

= Pub locations and design (e.g. council estates or urban centres).

Marsh and Fox (1992) reported some specific statistics on conflicts and incidents in licensed
premises. They noted that conflicts and violent incidents might arise due to the manager’s
obligation to control behaviour. The following refer to perceived reasons for violent incidents in
Marsh and Fox’s study.

» Refusal to serve 32%.

= Attempts to eject 30%.

= Fight intervention 19%.
=  Prevention of theft 10%.
= Revenge attacks 5%.

= Other disputes 4%.

Violent incidents that are experienced in licensed premises involve the following situations
(Marsh and Fox, 1992). However, the proportions of these factors vary greatly from pub to pub.

= Provoked by individuals 32%.
= Arising from the pool table 20%.
= Involving women 18%.
= Involving rival groups 5%.
= Involving weapons 22%.
= Involving injuries 30%.
Beale et al (1998) also reported some statistics on licensed premises risks:
= Misbehaviour by customers (33%), in regard to closing (11%).
= Arguments between customers (23%), involving staff and customers (10%).

= Barred customers entering premises (9%).
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= After staff involvement, injury to staff (38%) and damage to property (31%).

= Monaghan (2002) reported risky work practices specifically for door supervisors:
= Refusing entry.

= Keeping doorway and stairways clear.

= Removing ‘resistant people’ and preventing such customers from regaining entry.
= Ensuring a steady flow of customers through the entrance.

» Refusal to take drinks outside.

= Searching for weapons and drugs.

= Asking customers to drink up and leave.

Finally, an Australian study (Stockwell et al, 1992) found that nightclubs, taverns and hotels
(pubs) emerged as “high risk” license types in comparison with clubs and restaurants,
suggesting that there is a higher probability that customers of nightclubs, taverns and hotels
(pubs) will be involved in incidents of alcohol-related harm. This makes intuitive sense in that
nightclub, taverns and hotels (pubs) provide continuous entertainment and little food, potentially
increasing the risk of violence, while clubs are restricted to members so have little crowding,
and restaurants serve food. The type of clientele attracted to high-risk establishments may also
influence the increase in alcohol-related offences. Therefore, license type may be an important
risk factor and targeting of such high-risk premises may be a useful prevention method. Also,
Stockwell et al noted that high-risk license types could be made priorities for the introduction of
responsible server training, community policing and stricter enforcement of liquor licensing
legislation.

3.1.2 Special Groups at Risk

There are a variety of groups of workers who may be at specific risk of violence, such as young
workers/teenagers, temporary workers or women. These will each be discussed briefly below. It
should be noted that the literature on “at risk’ groups tends not to be based on a UK sample and
is not particularly sizeable.

Young Workers

Janicak (1999) analysed US data from the Bureau of Labour Statistics Census of Fatal
Occupational Injuries. Results indicated that workers aged 19 and under experienced a
significantly greater proportion of fatalities due to violence in retail: 2.5 times greater than
expected when compared to non-retail industries, over 2 times greater than workers of this age
in other industries and over 1.5 times greater than expected in this age group.

Runyan et al (2005) conducted a telephone interview/questionnaire study of teenage workers in
retail in five US states and found that teenagers worked in contexts that may have a higher risk
of work-related violence:

= Working at night - Teenagers working after 7pm on at least one school night ranged
from 32% - 82%. Up to 34% worked after 10pm.

=  Working alone — As many as 52% of teenagers worked alone during the day and more
than one fifth worked alone at night (higher for males).
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= No supervision — 26% to 36% of teenagers worked without a supervisor present.

= Many reported not having been trained to deal with angry customers, robbery and
sexual harassment (fewer than half had training in handling robberies).

However, despite these risks, few teenagers felt in danger and few expressed concerns for their
safety. Nevertheless, the authors discussed whether it may be appropriate to consider
restrictions on work for teenagers to minimise their exposure to dangerous work situations. For
example, limit employment in high-risk settings (late night retail), locations (high crime area),
conditions (working alone) and times when most violence occurs (after dark, particularly on
weekends).

Temporary workers

Mayhew and Quinlan (2002) surveyed 304 young temporary workers in an Australian fast food
chain using Fordist work systems (mass production, standardised products/routines/technology
etc). They found that:

= Casual workers faced an elevated risk of low-level violence (48.4% verbally abused /
7.6% threatened / 1% assaulted on-the-job in the last year). Levels of violence were
higher than in other occupations, such as building or manufacture, but lower than
hospitality (bar/hotel) workers.

= The majority of young casual workers believed they received less training than they
actually did, but they still had occupational health and safety (OHS) knowledge. It was
hypothesized that they did not recognise on-the-job training or that OHS training is
integrated into all on-the-job training.

= The risk of occupational violence linked to robberies was high in some locations and
challenged the company control measures — temporary employment magnified the
difficulty of managing violence. It was suggested that the tightly controlled Fordist
system did not mitigate the risks of violence in temporary workers.

The authors also suggest that temporary workers are at risk because:
= Precarious employment is associated with more intense output pressure.

= Precarious employment is linked to various forms of disorganisation, e.g. inadequate
training and experience, disruption to communication flows, de-emphasis on OHS and
difficulty involving them in OHS programmes etc.

= Precarious employment has a tendency to undermine OHS regulatory regimes because
they are on site for shorter periods of time, work variable shifts and are unfamiliar with
company systems.

Females

Fisher and Gunnison (2001) found that in some jobs females are more at risk (1992-1996
violence towards women was up 17%). Also, more robberies were committed against females
employed in retail than men. Explanations could be that there is simply a lack of crime
prevention and security measures in place or that there is larger exposure of females to
unfamiliar people. Also, Janicak (1999) reported that while general homicide rates were 3.1 to
5.7 times higher for men than women, women in retail establishments have the highest
homicide rates.
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Small and Medium-Sized Enterprises

Small shops are not usually a risky environment in and by themselves, their risks are likely to be
strongly related to other shops nearby and general offending levels in the area (Hibberd and
Shapland, 1993). However, they may have some characteristics which could classify them as
being a special group at risk.

Risk Factors and Statistics
In a US study Mayhew (2002) reported that SME risk factors for work-related violence include:
= Significant levels of face-to-face contact with customers.
= Location in high crime areas.
= Minimal worker protection as few workers on site.
= Limited observation from passers-by.
= Ready access to roads for robber getaway.
= Number of possible exits from site.
= ‘Hot products’ — high market value and readily resold.

= Exchange of money and evening trade. (These factors could also be applicable to larger
organisations).

The small businesses reported to be most at risk were hotel/motel businesses (75%), pharmacies
(62%), newsagents/post offices (57%), non-food retail shops (56%) and general
stores/supermarkets (55%). Mayhew (2000) also noted that the process of risk identification,
risk assessment and risk control are less apparent in small businesses.

However, the level of risk that SMEs have is not necessarily clear. For example, Shury et al
(2005) reported that the smallest retailers with one or two employees were least likely to
experience violent crime or assaults/threats regardless of their location or what they sell, despite
the apparent vulnerability due to lack of presence of other staff. Larger retailers with at least 50
employees were more likely than others to have suffered crime, robbery and assaults/threats due
to increased number of potential targets in the larger establishments.

The BRC (2005b) reported the following statistics for SMEs:
=  The number of incidents of verbal abuse per 1000 employees fell from 731 in 2003 to
435 in 2004 and per 100 outlets there was a slight decrease from 446 (2003) to 400
(2004).

= The number of incidents of threats of violence per 1000 employees fell from 215 in
2003 to 52 in 2004. SME retailers experienced 48 incidents per 100 outlets in 2004.

=  The number of incidents of physical violence per 1000 employees fell from 23 in 2003
to 4 in 2004. SME retailers experienced 4 incidents per 100 outlets in 2004.

= On average, SME retailers experience 3369 incidents of theft per 100 outlets each year
and since 2000 the level of incidents have increased by over 100%.
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Press et al (2001) reported some statistics from their survey of Sheffield independent small
retailers. They found that verbal abuse was the most common incident occurring (93%).
However, this problem is not one that is often reported as a crime, and police involvement is
low unless it develops into a more serious incident. Violence against staff was found to be 29%
but violent crimes seemed to be more of a problem in the city centre.

Hibberd and Shapland (1993) interviewed small shop owners in the London and Midlands area
and reported statistics on the incidence of crime and violence.

= Robbery. The frequency of experiencing at least one incident in the last 12 months
where violence was used during robbery/attempted robbery was 26% in London and
17% in the Midlands. The majority used weapons and took place in the afternoon/early
evening.

= Till snatches were less common but they were still reported (13% in the Midlands and
9% in London in the last 12 months).

= Assaults. Direct physical violence against shopkeepers was relatively rare (4% in both
London and the Midlands in the last 12 months) but this did not include shopkeepers
assaulted in the course of robbery or apprehending a shoplifter. Most of these incidents
arose out of disputes and arguments.

= Argumentativeness. General violence or argumentativeness was a frequent occurrence
for a substantial number of shopkeepers (26% London, 36% Midlands). The threat of
violence was also in shopkeepers’ minds (11% in both London and the Midlands in the
last 12 months). Such risks came from asking someone to leave who is acting
suspiciously, disputes about prices/returned goods or other forms of complaint and
children or teenagers causing trouble.

= Verbal abuse. Abuse from people who were drunk or disturbed was a common feature
of working in a small shop (22% in London and 47% in the Midlands in the last 12
months). Shops serving alcohol tended to suffer most from this type of incident that
tended to begin as a dispute over prices or refusal of credit. General verbal abuse arose
from arguments or disputes between the shopkeeper and customer. Also, a consistent
theme in the survey was that serious trouble could be avoided by overlooking insults
and minor harassment.

= Shoplifting and violence occurred either through “flaunted shoplifting’ (29% Midlands,
36% London) or ‘apprehended shoplifting’ (21% Midlands, 17% London).

Barriers to Reaching SMEs

A variety of references reported some form of barriers to reaching SMEs with regards to
violence prevention information and interventions (e.g. Hibberd and Shapland, 1993; HSE,
1995; Mayhew, 2002; Press et al, 2001; Shapland, 1995; Standing and Nicolini, 1997).
Examples of such barriers include:

= Lack of time/resources reduces their willingness or ability to attend training or meetings
about co-operative activities or to invest in crime prevention measures.

= Small shops often have few employees, all of whom are not always present at the same
time, high turnover and long working hours. These factors can make it more difficult to
deliver advice and training to this group or to get all staff together to discuss risks and
possible solutions.
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The cost of physical security and design may be prohibitive in small shops (however,
simple measures such as effective concealment of tills or procedures to ensure only
minimum amounts of cash in tills are affordable).

Mailed information may not be trusted unless it is sent by an intermediary. Also, any
mail shot or initiative would need to be repeated or delivered by local people (e.g.
community police officers or LA H&S inspectors).

Preference for face-to-face contact.
Can tend to listen to peers more than government officials.

Small retailers do not always read leaflets and they can dislike reading detailed
guidelines.

Absorb industry specific information better.

The paucity of advice reaching small shopkeepers (except maybe some from the police)
may lead to isolation of such shopkeepers.

SMEs may not have access to specialist information, knowledge and advice and can
lack IT skills to access Internet based information.

SMEs often have a fatalistic attitude to the problem of work-related violence and crime.
Some small retailers often do not think they can affect their own environments.
Small retailers rarely keep statistics and records to know when there are problems.

Small retailers may not think that health and safety regulations apply to them or that
they need to engage risk management. They also tend to think that HSE information
does not apply to them. Some SMEs may not have the skills and tools in-house to carry
out risk analyses.

Police are not necessarily aware of the extent of the problem in small shops since
robberies in small shops can be classified together with other robberies (from muggings
to extortion between children). As a result, no particular crime prevention effort has
been made.
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= Small retailers may know who is responsible for crime and are reluctant to challenge
them for fear of recriminations.

Risks: summary
* Poyner and Warne’s model suggests a framework for understanding work-related
violence. Aspects of the perpetrator, employee and the interaction between the
two can impact on the outcome.

» Specific risk factors for both the retail and licensed sectors include aspects of the
environment, population (both staff and customers) and organisation’s operation.
They include factors such as:

o0 Poor visibility from outside shop to inside
o0 Inexperienced or younger staff
o0 Cash handling
o0 Selling/guarding valuable items
* Some risks can be changed, others cannot.
* Some risks are specific to licensed premises, such as:
0 Risk taking or dis-inhibiting effects of alcohol
0 General drinking environment, e.g. crowded venues, inadequate access to
bar etc

* Young workers, temporary workers, females and SMEs may be particularly at risk

compared to other workers.

3.2 RISK ASSESSMENT

“Violence is a health and safety risk and should be managed within the health and safety
framework” (Walsh, 2006), yet many fail to recognise that violence must be managed with the
same rigour as other hazards. Risk assessment lies at the heart of violence management but it
has been suggested that many employers struggle or make no attempt to assess the risk of
violence. The purpose of risk assessment is to identify the extent and nature of risks, factors
contributing to risk and changes necessary to eliminate or control risk. In order to help
employers who may avoid risk assessment because they do not understand it, Unison (1997,
2003) defined some key terms:

= Hazard - anything that can cause harm to people, including verbal and physical abuse.
= Risk —the chance, great or small, that someone will be harmed by the hazard.
Standing and Nicolini (1997) defined violence in terms of Type 1 and Type 2 violent incidents:

= Type 1 incidents include violence where the person has no legitimate link to the
organisation. Preventive strategies for this type of violence are more concerned with the
manipulable aspects of the context and organisation and less with manipulable aspects
of the assailant or employee. There is more use of ‘target hardening’ measures such as
environmental and security controls.
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= Type 2 incidents include violence where the person is the receiver of organisational
services. Preventive strategies could influence key aspects of the context and to some
extent characteristics of the assailant. Training staff in protective strategies should
complement security measures.

A tool that may be used to help employers meet their legal duty of assessing risks was discussed
at a Northumbria Coalition Against Crime workshop in February 2006. The D.O.V.E system
(Designing Out Violence — Explained) is a computer programme that involves a process of risk
assessment based on staff and management surveys. The programme analyses key responses to
questions and selects appropriate recommendations to reduce risks and create a secure working
environment. It focuses resources on physical security, management policies and training and
helps employers to deal with violence as a management issue. Successful trials have been done
on this programme and feedback was positive.

A wide variety of literature discusses the concept of risk assessment and the stages it involves,
e.g. identifying the problem, identifying preventive measures, implementing measures and
monitoring measures (AABC website, 2006¢c; GMB, no date; Home Office, 2006; HSE, 1995,
1997, 2002, 2003; International Labour Office, 2003; Mayhew, 2000; OSHA, 1998; Poyner and
Warne, 1988; Shapland, 1995; Swanton and Webber, 1990). Some details from these references
are outlined below.

Poyner and Warne (1988) and Unison (1997, 2003) discuss a practical method of tackling
violence to staff, with all steps being essential for effective problem solving:

Recognising the Problem
= Need to recognise the problem and check if it is not an isolated occurrence.
= List jobs where staff are in direct personal contact with the public.

= If violence is suspected, there should be a sounding of all staff levels to preliminary
investigate the matter but not raise undue concern or expectation.

= Find out about the range of incidents in which staff feel threatened, in the words of the
employees, possibly using the unions or health and safety representative for this.

= If there is a problem, initiate a formal system of reporting incidents. If there is no
problem, identify aspects of practice that are responsible for the lack of violence.

Recording Incidents

= Records for serious incidents are usually kept by organisations but are often seen as
individual cases, retained by the legal department or on individual files. This
information can be difficult to retrieve.

= Records of violence are often kept with accident records, which may have a different
emphasis and retrieval system.

= Purpose-designed violence reporting systems are needed and communicated (based on

accident record, special proforma or written report). Information on all aspects of the
risk framework posited by Poyner and Warne could be covered.
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Classifying Violent Incidents

= |If data show repeated incidents, then prevention should be attempted. If they are
isolated or dissimilar incidents, there is no case for prevention. Incidents can be
classified according to the framework posited by Poyner and Warne (figure 1 above).

Searching for Preventive Measures

Examine each aspect of the risks framework posited by Poyner and Warne (figure 1 above) to
assess scope for intervention. For example:

Assailant, for example:

= There is unlikely to be much scope to change assailant behaviour, however employers
could put up notices about violence policies to inform the public of the behaviour that is
expected of them (e.g. poster of the regulations regarding sale of drink to juveniles).

= Attempts to modify assailant characteristics, e.g. banning alcohol in football crowds,
can be made.

Employee, for example:
= Deployment of vulnerable staff to less risky work.
= Increasing staff confidence by organisational policies and information given to staff.
= Training to ensure that staff are more competent in dealing with work-related violence.
= Select people with specific characteristics/experiences.
Interaction, for example:

= Redesign work so that face-to-face contact is not necessary or cash is no longer
involved in transactions.

Work Environment, for example:

= Change width or height of pub bar counter.

= Design setting to control people/crowd movement.

= Improving environmental quality to influence behaviour, e.g. privacy, noise.
Outcome, for example:

= Reduce severity by intervening using protective clothing.

= Warning system to reduce seriousness of assault, e.g. discreet emergency buttons,
alarms or cash dye.

= But: the value of skilful handling of aggression should be paramount.
Designing a Preventive Strategy

= Deciding which measures to use involves consideration of both cost and effectiveness.
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= Several measures combined may be most effective.

= Consider acceptability of measures or resistance to measures.

= Some solutions may provoke aggression, e.g. screens.

= Ease of implementation — a mix of short and long term measures may be useful.

= Local law enforcement agencies, security management companies, insurance auditors or
loss prevention specialists may be able to provide advice on prevention.

Implementing Measures

= This is dependent on design of the strategy and the determination of staff and managers.
It is useful if measures are implemented as part of existing processes, e.g. pub used the
refurbishment programme to include staff safety.

Monitoring Effect of Measures

= Monitoring allows effective measures to be sustained and less effective measures to be
replaced or modified. Information is needed on whether measures are used or not.

Managing Process

= |t is important that management (or security/safety department) facilitate and commit to
discussions about work-related violence and take responsibility. Management and staff
committees should be set up to oversee the process, develop reporting procedures and
discuss solutions. Involving a senior management representative is helpful, as is the
involvement of other departments to implement solutions, e.g. personnel/training or
engineering.

The traditional 5-step risk assessment process is discussed in HSE (1995, 2003), USDAW
(1999, 2003) and Unison (1997, 2003).

1. ldentify hazards

Establish the extent of the problem and what are the most significant causes of violence —
checking lists of risk factors (see risks section of this review for lists of violence risk factors),
speaking and listening to staff or their representatives, monitoring sickness absence and
turnover and reviewing injury and illness records, police records and anonymous surveys etc.
Focus on significant hazards that could result in serious harm or affect several people. Wishful
thinking (“it won’t happen to us”) should be avoided. Good risk assessment depends on good
communication with workers exposed to the risk. Union H&S representatives can be a useful
channel for such communication.

2. Decide who is exposed to the hazards

Think about particular factors that may be problems for particular groups — e.g. fear of violence
may be more likely for those who are in contact with the public. Also, do not forget groups such
as young workers, trainees and lone workers who may be at particular risk.

3. Evaluate risks and decide on preventative and protective measures

Consider how likely it is that each hazard will cause harm and assess whether risk is high,
medium or low. The aim is to reduce risks by doing all that is reasonably practicable. In
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consultation with staff, decide on and implement measures. The best solutions are those that
eliminate the risk or reduce it to as low as possible — e.g. fear of violence may just need simple
improvements in physical security or work organisation that need not be costly.

4. Keep a record of the assessment

If five or more people are employed, a record of significant assessment findings is vital to check
what is happening at the workplace against the assessment and to show that all aspects are being
addressed. Communicate the findings to employees. Employers who have fewer than five
employees do not need to write anything down, although it is useful to keep a record of the risk
assessment. The written record is useful to show H&S inspectors or in the event of a civil
liability action.

Other documents can be referred to if they already list hazards and precautions, e.g. H&S
manual or policy and procedures, company rules etc.

USDAW (2003) and Unison (1997, 2003) suggested that a written record of the risk assessment
should include:

= Brief description of the risks/hazards and risks specific to that premise.
= Details of the groups of workers exposed to the risks.

= Brief details of preventive measures in place to prevent or reduce risks as well as
additional measures needed and who is responsible for implementing them.

= Date when the risk assessment was last reviewed and will be reviewed again.
5. Review and revisit the assessment

Reviewing/revising the assessment is vital if there are any significant (not trivial) changes to the
job/situation, though generally reviewing the assessment periodically is useful to monitor
whether the precautions are still working effectively and to learn lessons about the risks and
prevention in place.

OSHA (1998) suggested that maintaining records is needed to enable employers to monitor and
evaluate if prevention measures are working. Such records can include:

= Records of employee injuries.

= Records describing incidents (Mayhew, 2000, includes an incident investigation
schedule).

= Written hazard analyses.

= Recommendations of police etc.

= Records of actions taken to deter violence.
= Notes of safety meetings and training.

OSHA (1998) further emphasises that employees are an important source of information with
experience and insight of the workplace and should therefore be involved in violence prevention
including:
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Participating in surveys and offering suggestions on safety.

Participating in developing and devising procedures to minimise violence risk.
Assisting in the security analysis of the workplace.

Participating in performing routine security inspections.

Participating in training.

Participating in the evaluation of control measures.

Sharing on the job experiences to help other employees recognise and respond to
violence.

Finally, some of the literature provides more detail about the exact aspects that need to be
considered when assessing risks. There are a variety of checklists to assist in this process and
some examples of them are detailed below.

OSH Service, New Zealand (1995) suggested that risk assessment should consider:

Type of business.

Type of merchandise stored/sold.

Hours open.

Numbers of staff working and their hours.
Siting and location of workplace.
Physical characteristics.

Incidence of crime in the area.

Past robbery history.

Furthermore, addressing risks should include consideration of the following areas:

Protecting premises.

Security of cash/drugs/valuables.

Key control.

Opening and closing routines.

Access to premises.

Training and supervision of staff.

Using and maintaining security equipment.

Action during robbery and helping staff afterwards.

Liaising with police/media etc.
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Similarly, ODPM (2004) noted that during risk assessment the following information needs to
be gathered and analysed, and the following types of questions asked:

= What crimes are taking place and how often?

= How are crimes being committed?

= Where are crimes being committed?

= When are crimes committed (time of day, day of week, time of year etc)?
= Why are crimes committed (what are the motives for offending)?

= Isthesite in, or close to, a known hot spot or honey pot?

= Does the area have characteristics such as unemployment, drug abuse etc that may make
people more likely to offend or be victims?

= Does the existing layout of the built environment make crime and disorder more or less
likely?

The Home Office (2005) also provided tips on carrying out a ‘business security survey’,
including questions and considerations of risks and potential measures. They suggested
working to the ‘onion peeling principle’, which involves starting at the outside and working
inwards, thereby considering preparation — environment — perimeter — shell — interior — people —
procedures (further details on these layers can be found in the ‘combination of measures’
section at the end of this review). In each of the layers mentioned above there is a need to think
about how to:

= Increase the effort for the criminal.

= Increase the risks of the criminal being caught.

= Reduce the rewards of crime.

= Reduce the provocation to crime/remove excuses.

In addition, the Home Office Scientific Development Branch developed a ‘Safer
Hospitals and Safer Schools Toolkit” aimed at crime reduction in schools and hospitals,
as well as other public buildings (this can be found on the Home Office Crime
Reduction Website, www.crimereduction.gov.uk/toolkits). The toolkit contains easy to
follow examples and templates to help identify and address crime issues and assess why
crimes and incidents occur in their site or building. It provides information on how to
tackle these problems through design or management of premises. The guide provides a
step-by-step approach on how to:

1. Gather crime data.
2. ldentify vulnerabilities by ‘walking the site’.

3. Model surveillance: identify areas that are overseen or well used and areas that
are hidden from view.

4. Assess which risks are most immediate.
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5. Develop long and short-term strategies to address the problems.
6. Implement the strategies.

Finally, Westminster Licensing Policy Appendix 7 (2005) listed the following
considerations/questions in relation to assessing the risks for drinking in outdoor areas of
licensed premises:

= Ensure glass is not taken outside the premises.

= Are staffing levels adequate to monitor customers and outside drinking?
= |s the queue supervised outside the venue?

= |s crime prevention literature displayed outside?

= What crime prevention initiatives are in place for outside?

= Does the venue allow outside drinking?

= How are customers supervised outside?

= How are risks assessed regarding passing pedestrians and traffic?

= How are numbers of persons outside controlled (capacity)?

It is important to be specific when assessing risk, otherwise there is a danger of imposing ‘one
size fits all’ solutions with the likelihood of them not working. Indeed, the BBPA (2003) noted,
“In every case a risk assessment should be carried out for each individual property and type of
operation.”

Risk Assessment: summary
* Risk assessment lies at the heart of violence management.
* Guidance on carrying out a risk assessment is available from a number of sources.
* Checklists and toolkits from the field of crime prevention also provide employers with
useful tools to help them to assess risks and start to devise effective control strategies.
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4 CONTROL MEASURES IN RETAIL AND LICENSED
PREMISES

One overarching measure that is advocated by the literature is the need to raise awareness of the
unacceptability of violence to staff. Indeed, the Scottish Executive (2004) suggested that there
should be a public awareness campaign on the unacceptability of assaults and this should be
refreshed annually.

There is also a wealth of information on specific measures that can be taken to address violence
in retail and licensed premises. This information comes from Government sources, unions,
trade associations, academic journals, the trade press and violence-related organisations.
Despite this wealth of information, Robson and Teague (2005) noted that many businesses do
not invest in crime prevention until they have suffered a crime (i.e. reactive response) because
crime prevention is not a high enough priority when cash and resources are required for other
aspects of the business.

Robson and Teague’s (2005) report for the Federation of Small Businesses provided some
statistics on the use of selected violence prevention measures for retail and licensed premises.
For example:

_ _ Hotel and Retail, wholesale
Crime Prevention Measure Restaurants and motor trade
category (%) | category (%)

Hired security firm 2 2
Installed/upgraded security alarm 30 42

Installed extra security systems 13 19

Installed CCTV 22 27

Sought advice from police 20 16
Significantly increased insurance cover 8 8

Set up/joined a Business Watch scheme 8 6

Arranged for transport to take staff to/from work 3 0
Moved/considered moving to another area 3 3

Table 1: Statistics on the use of various crime prevention measures from Robson and Teague
(2005).

Such statistics appear to show that security systems/CCTV are the most popular prevention
measures. Further details on these and various other measures are discussed in the following
sections, shedding light on the wide variety of control measures that can be used to prevent and
manage the risk of violence and those that are considered to be more or less effective.
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4.1 POLICIES/PROCEDURES

The Home Office (2006) cited that organisations must ensure that there are clear policies and
procedures on issues in the workplace that are understood by all staff, and policies on violence
are no exception. AABC (2006b) noted that ‘all’ staff must include new and part-time
employees. Unison (1997, 2003) and USDAW (2002a) noted that it is in the employer’s
interests to develop policies to prevent violence and abuse because health and safety law
requires it. The Safety and Health Practitioner (2003a) and Health and Safety at Work (2003)
reported that staff fare much better when employers take the threat of violence seriously.

This section of the review presents the generic and overarching aspects of a policy in work-
related violence. Specific control measures that a policy could well refer to are described in
later sections. A variety of references discussed the areas that a good policy on violence should
cover (e.g. AABC Website, 2006¢c; HSE, 1995; International Labour Office, 2003; MAYBO,
July 2004; Standing and Nicolini, 1997; Unison, 1997, 2003; USDAW, 2003a, 2003b;
USDAW, 2002a, 2002b; USDAW, 1999). These include:

= Purpose, scope and definitions of work-related violence, including the recognition that
violence is a health and safety issue.

= Have clear objectives.

= Indicate commitment from top management and support for actions targeted at creating
an environment free from violence.

= Employer statement that no violence is tolerated, that violence is unacceptable and that
it does not show failure.

= Guarantee a blame free approach.

= Involvement of other agencies and networking with other retailers, police, LAs etc.
Policies should be jointly developed and agreed with unions. Dialogue between
employers, workers and other agencies is a key element in the successful
implementation of anti-violence policies.

= Who it affects and ensure it applies to everyone.

= Responsibilities for implementing a policy and what senior management, regional
management, local management, staff and union reps have responsibility for (policies
are only effective if everyone is involved)

= The importance of risk assessment including methods for assessing risks.
= The importance of reporting systems including reporting and recording procedures.
= Tackle the underlying causes of conflict and violence, e.g. refund policy.

= Arrangements for safe working methods - measures to prevent, control and eliminate
violence including risk reduction through procedures, environmental design, physical
security, improved service etc and training. Training should include management and
employees and should refer to the importance of training for staff to effectively
implement the policy

= Measures relating to the intervention and management of violent incidents, including
action to be taken if a violent incident occurs, so staff know what to do and support staff
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involved in incidents, how to deal with it and what support is available (e.g.
counselling).

Arrangements for consultation, monitoring and review of the policy, as well as effective
communication of the policy to staff. Union H&S representatives provide a reliable
channel for communication with workers. Consultation with employees is vital as they
are likely to have invaluable experience of the job and are more likely to commit to the
violence policy if they have been involved.

Management Commitment

Management commitment and having clear roles and responsibilities are also discussed as an
important aspect of policy development. For example, OSHA (1998) reported that management
should demonstrate its commitment to violence prevention through:

Creating and disseminating a policy.

Taking all violent and threatening incidents seriously and investigating them.
Outlining a plan for maintaining security.

Assigning responsibility and authority for the plan to individuals or teams.
Holding managers and employees accountable for their performance.

Taking appropriate action to ensure staff follow controls.

Instituting procedures for prompt reporting of violent incidents and ensuring that
employees who do report are not punished.

Encouraging employees to suggest ways to reduce risks of violence.

Working with other parties such as police and safety agencies to reduce risks.

USDAW (1999) reported that to be successful there needs to be clear commitment from senior
management to violence prevention and a policy helps make that commitment clear.
Furthermore, Hayter (1994) noted that management have to give the impression that safety of
staff is a major concern. For management to establish order and commitment in this area Hayter
suggested the following:

Establish clear and consistent standards.

Combine firmness with fairness, such as having the same rule for everyone and dealing
with trouble decisively.

Create a sociable, friendly atmosphere where aggressive behaviour will seem out of
place and less likely. Get to know customers and make them feel welcome. However,
balance friendliness with professional detachment.

Ensure staff understand roles and responsibilities in preventing trouble.

Roles and Responsibilities

In terms of roles and responsibilities, the International Labour Office (2003) considered the
responsibilities different groups of people should have. For example:
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= Government — assume leadership in developing and applying preventive interventions
through research, guidelines, legislation, finance, collaboration.

= Employers — have a duty to implement the policy and promote practices that eliminate
violence. They should follow risk management procedures and ensure a risk
assessment is carried out, measures are taken and training is developed all in
consultation with workers.

=  Workers - take care to prevent violence including co-operating with employers in risk
assessment, policy development and attending appropriate skills training, adhere to
preventive measures and report violence.

Findorff et al (2005) conducted a brief evaluation study concerning a violence policy. They
evaluated knowledge of and use of a violence prevention policy in an organisation. Results
suggested that there was some awareness of the policy but that it was often not acted upon. For
example,

= There was some awareness of the violence policy: 61% of the sample were familiar
with policy and 55% had received the policy brochure.

= There were low levels of reporting. For physical and non-physical violence, many did
not report it to the supervisor (43% physical / 61% non-physical) or HR (97% physical /
89% non-physical). Also, 32% of employees experiencing physical violence and 8% of
employees experiencing non-physical violence said violence is seen as ‘part of the job’.

= Most employees did not use organisational resources, e.g. employee health
services/EAP, following violence. There were reasons suggested for not using these
services such as confidentiality concerns, lost work time, supervisor repercussions if
assistance is sought and services not seen as needed.

Therefore, it was considered that the policy had not been effective due to low levels of reporting
and employees not using the post-incident services and support. However, in response to the
study findings the EAP manager formed a violence prevention committee to request more data,
disseminate results and produce newsletters to promote policies.

Retail Premises

As well as general violence policies, it has been suggested that management should adopt
policies regarding various retail work practices to eliminate violence risks. For example clear
and consistent policies for refund claims, alleged short changing etc, as well as staffing levels to
avoid queues (USDAW, 2003b).

USDAW (2002b) reported that 57% of members were not satisfied that the employer was doing
all they could to protect staff from violence, even if local managers were trying, e.g. decisions
on spending on guards, CCTV, improved lighting etc are out of the control of the local store
manager. Support of local managers made a massive difference to staff fear and confidence.
Therefore, there is a clear need for policies and procedures to be in place and managers to be
trained in their use.

Examples of specific policies relevant to the retail sector include:
= Policy that allows workers to leave their checkout if they are being verbally abused on

the till — works because checkout staff know they will be supported by their manager.
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A manager spoke in private to a customer that was harassing a cashier telling them not
to go to that cashier again —works because it sends a clear message to staff that they do
not need to take harassment and that management supports it.

Licensed Premises

An Australian study (ICAP, 2002) concluded that violence could be reduced by changes to

management within licensed premises. With this in mind they suggested that key areas/policies
might include:

Alcohol supply policy
Crowd control policy
Service efficiency policy

Inter-community relationships

Various other references describe specific policies that may be relevant to licensed premises.
For example:

The Brisbane Safety Action Plan advocated tougher license conditions on premises
trading after lam, including the display of policies relating to withholding alcohol
(Queensland Liquor Licensing Division, 2005).

Use of entry policies, particularly during specific events such as football matches. For
example, some pubs and clubs in one city wanted to keep football fans off their
premises and so operated a policy of only allowing mixed groups and couples into the
premises. Single men and groups of men were not permitted (however, occasionally
customers would become antagonistic and insulting) (Monaghan, 2002).

Display of policy on checking of age / reference to ‘proof of age’ scheme (Westminster
Licensing Policy: Appendix 7 and Appendix 9, 2005).

Produce a clear security policy and ensure staff are aware of it (BBPA, 2003).

Policies/Procedures: summary

* Policies about risks specific to licensed premises, such as their alcohol supply

* An organisation wide policy on the prevention and management of work-related
violence should be implemented.

* Management commitment to the policy should be made clear.

e The wider government, employers and employees all have roles and
responsibilities in the prevention and management of work-related violence.

policy or crowd control policy etc, should be implemented.

4.2

LEGAL OPTIONS

The relationship between controlling the risk of violence to staff with legal options for
addressing violent and criminal behaviour may be an important link to consider. Indeed,
Anderson (2002) noted that having the violence team under the legal department at one large
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company helped the violence prevention programme to flourish as the legal department could
provide good advice and could lend ‘clout’ to the programme. There are a variety of legal
options considered below and where the information is specific to licensed or retail premises
this is noted within each section (e.g. Luke et al (2002) suggested that a national code of
practice for clubs, already in existence voluntarily, should be made mandatory).

Industry-wide Regulations

Nelson et al (1997) reported information that suggested a positive effect of having regulations in
a US context. Their study concerned a US regulation requiring employers to implement
robbery/crime training. Despite low awareness of the crime protection regulation (4.4%),
results suggested that regulatory efforts to protect high-risk employees (e.g. groceries, petrol
stations, hotels, restaurants, pubs etc) were associated with employers’ robbery and crime
prevention activities (i.e. training). Employers that were covered by the regulation and those
more aware of the regulation (e.g. retail) were more likely to have crime prevention training
programmes.  Also, employers that had an OSHA (occupational safety and health
administration) contact such as a consultation or inspection, were part of a chain or had been
robbed in the last 5 years were more likely to have a prevention programme. Also, employers
open between 11pm and 6am and located in areas isolated from other businesses were less
likely to have a programme, suggesting where resources could be targeted. It was noted that
continued efforts are needed to promote awareness of the regulation and its requirements to
implement crime prevention, as well as where to target efforts.

The Licensing Act 2003

The majority of information surrounding regulations found during this review concerned
licensed premises and the Licensing Act. The Westminster Licensing Policy (2005) reported
that a licensed premise is that which sells/supplies alcohol, provides regulated entertainment and
serves late night refreshment after 11pm. The Licensing Act (2003) came into force in 2005
and was designed to promote public safety and prevent crime and included the ending of
permitted hours and the introduction of choosing opening hours; the tightening of under-18
sales; and changes to children’s access to licensed premises. However, there has been much
debate about these new laws regarding opening hours.

Marsh and Fox, writing back in 1992, noted that the recommendations regarding opening hours
were to:

= Avoid peaks of people and disorder (e.g. between 11-12pm or 2-3am).
= Avoid increased probability of conflict / ‘showing off’.

= Ensure police are not overwhelmed.

= Avoid overstretched transport facilities and food outlets.

=  Avoid rushed drinking at ‘last orders’.

They also noted that there are conditions to changing or extending opening hours. The question
of extending licensing hours attracted and continues to attract debate with the media, with
suggestions that the new Act will lead to 24 hour drinking.

A BBC News article (2005) reported that some individuals were expressing concern that longer
opening hours will lead to an increase in violent crime. In contrast, the government and the
British Institute of Innkeeping (2002) believe that introducing flexible licensing and stopping
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drinkers heading home at the same time will reduce flashpoints of trouble at 11pm. Police
evidence suggested that problems stem from the rush of people on transport, in cafes etc that
can lead to violence flare-ups. Staggered closing means people leaving gradually in smaller
groups, which is better for crowding and may mean less binge drinking just before closing.
However, 9 out of 10 applications for changes to their opening times only applied for an extra 1
or 2 hours suggesting that closing may not be that staggered.

There is some evidence within the literature relating to whether such flexible opening hours
may be effective or not. For example, the BIl (2002) reported evidence from the Isle of Man
who recently introduced such a system and saw very positive reductions in disorder. Also,
mainland Europe’s licensing hours are more relaxed and they have less incidents of violence.
For example, changes to “free closing’ in Holland led to a marked reduction in drink crimes and
found no increases in drinking. Also, staggered closing in Scotland has been found to be
favourable; Marsh and Fox (1992).

Cusens and Shepherd (2005) reported that licensing changes such as longer trading hours in
New Zealand and Australia were associated with increased alcohol consumption but low-level
disruption and violence. However, also in Australia, after controlling for the general trend in
assaults in Perth hotels (pubs), Chikritzhs and Stockwell (2002) found a significant increase in
monthly assault rates for pubs with late trading following the introduction of extended trading
permits (increased assault rates by 54.5% compared to only 18.75% increase for hotels without
an extended trading permit). This relationship was largely accounted for by higher volumes of
high alcohol content beer, wine and sprits purchased by late trading pubs, greater numbers of
patrons and increased intoxication. It was concluded that late trading was associated with
increased violence and increased alcohol consumption, therefore, systematic planning and
evaluation of late licenses is required. However, some confounding variables that may have
affected the finding included:

= Increased patronage for some pubs may have led to greater levels of crowding which
may contribute to increased levels of violence.

= Patrons leaving pubs at extended trading closing times may have found it difficult to
access public transport as the availability of buses, trains and taxis is reduced in the
early morning hours.

= Since some pubs opted for extended trading and others did not, this self-selection
process may have brought with it other features specific to those pubs, e.g. pubs within
a city or with a more aggressive management style were more likely to have applied for
extended trading. Or it may be that when opening hours are extended, other features of
the pub are also changed, e.g. new approach to entertainment, drinks promotions,
different clientele etc.

= The overall increase in assaults reported to police might have been due to changes in
policing practices, e.g. zero tolerance policing policy or police/licensee accords etc.

Byelaws

Some of the literature referred to the introduction of byelaws. This legal option has been
discussed more in relation to licensed premises.
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Case Studies:

> Stroud had a byelaw passed in 2000 to make street drinking illegal, which has
been reported to have had a major impact. Troublesome venues have been closed and a
‘Behave or be Banned’ policy exists in licensed premises (ODPM, 2004).

> Argyll and Bute Council and Coventry Council brought into force a byelaw
prohibiting the consumption of alcohol in designated areas and outside licensed
premises. These were seen as a great success; Argyll and Bute was judged by police as
significantly reducing the level of drink-related disorder and Coventry had public
support and reduced anti-social behaviour, drunkenness and verbal abuse (The Portman
Group, 1998).

Further evaluative information was provided by The Portman Group (1998). They reported that
in 1988, 7 LAs tested the effectiveness of a byelaw making it an offence to drink alcohol in
designated areas after being warned not to do so by the police. The evaluation concluded that
the byelaw should be made more widely available, which it was in October 1990. By 1997, 42
LAs had introduced the byelaw and a survey concluded that the byelaw had a positive effect,
especially in relation to rowdy and anti-social behaviour (however, it had no effect on underage
drinking or criminal behaviour). Factors considered to be linked to the success of this byelaw
were how long the byelaw was in place and whether it was part of a wider initiative.

Finally, the Department for Culture, Media and Sport (2005) announced a package of support in
November 2005 to ensure that enforcement authorities make the most of the new tougher
powers to deal with alcohol-related problems. The package includes a ‘How To’ guide, a
government guidance website (www.together.gov.uk/alcohol) and a telephone line for LAs to
get advice. The ‘How To’ Guide for Individual Drinkers Interventions included ‘Designated
Public Places Orders’ (DPPQOs). These allow LAs to prohibit drinking in named areas and
restrict the consumption of alcohol in public places. They can also confiscate alcohol and
weapons from people drinking in the street/in public places. For example, Brighton and Hove
police community support officers confiscated alcohol around 25 times per week in a recent
campaign and Greater Manchester Police maintained a no drinking byelaw in the City Centre
Safe strategy and used advertising and evening foot patrols and found a fall in serious assaults
by 12.6% in the first three years.

Bans

Some of the literature referred to the need for greater use of various banning options such as
exclusion orders, restraining orders and trespass notices in order to ban troublemakers from
various premises, for example, Anderson (2002); Cabinet Office (2004); USDAW (2003b) and
USDAW (2004b). USDAW (2003b) suggested that these sorts of options might be more
effective than prosecutions as banning options may deter offenders more due to the more severe
penalties they may get if they re-offend in participating premises.

USDAW (2004b) reported a range of banning options that the government have introduced to
place restrictions on people who commit anti-social behaviour but these may only be effective if
there is liaison with, and enforcement by, police and LAs.

= Ban on visiting a certain area, e.g. shopping centre.
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= Ban on visiting particular premises, e.g. certain shops.

= Curfew banning a person from going out of their home after a certain time.

= Ban on associating with certain individuals who have caused trouble.

= Ban preventing offenders from contacting or intimidating victims or witnesses.

However, USDAW (2003b) noted that while managers should remember their right to order
someone off the premises and ban them from entry, they would need training, advice and
support for such action.

Case Study: Action Against Business Crime (2006) reported an example of a specific
measure related to exclusion notices in retail premises. Dartford Town Against Crime
introduced a ‘red card’ scheme, whereby a red card was handed out to people breaking
exclusion notices. It read: “You are subject of an exclusion notice issued by Dartford
Town Against Crime. | require you to leave these premises immediately. If you refuse,
I will call the police.” This system allows employees to stand up to banned individuals
without the confrontation associated with verbally notifying someone of the situation.

The Department for Culture, Media and Sport (2005) has suggested a Violent Crime Reduction
Bill which will introduce police powers to exclude individuals responsible for alcohol-related
disorder from entering licensed premises by imposing ‘Drinking Banning Orders’ for up to two
years and to exclude such individuals from a specific area for up to 48 hours.

ASBOs

Another specific banning option that was mentioned regularly within the literature reviewed,
and therefore is discussed as a separate measure here, was Anti Social Behaviour Orders
(ASBOs). ASBOs enable police and LAs to target problem areas and disperse groups and target
particular troublemakers with a view to banning them from certain premises. The ASBO
prohibits the individual from contacting, interfering with or threatening any employee from
certain premises. USDAW (2003b) noted that LAs and police should have an ASBO co-
ordinator who can apply to the courts for an ASBO to ban someone from premises or an area for
2 or more years. USDAW also reported that they are proving a powerful legal tool in dealing
with organised and persistent offenders.

This option was mentioned by a variety of references, for example, Action Against Business
Crime (2006); Department for Culture, Media and Sport (2005); MAYBO (2005b); Nelson
(2004); USDAW (2003b) and USDAW (2004b). Some references reported specific examples
of where the use of ASBOs have been successful. While such examples are all specific to retail
premises, it is suggested that such a measure could apply to any industry.
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Case Studies:

> Safer Hastings Partnership showed a successful use of an ASBO when they
successfully banned an individual from Hastings and St Leonards for abusive
language. The individual was a prolific violent shop thief and was prohibited from
entering the town or any stores and from harassing staff anywhere (Action Against
Business Crime, 2006).

> A youngster in Leeds was given a 3-year ASBO keeping him away from the
shopping area of Leeds city centre, markets and the bus station and restricted him
from associating with members of his gang (USDAW, 2004b).

> An ASBO was successfully used to ban a man for 10 years who verbally
abused retail staff in North East England (MAYBO, 2005b).

However, there is, of course, some debate about whether ASBOs and other types of banning
order simply move troublemakers to operate in other areas, rather than tackling the problem
behaviour “at source’.

Fines/FPNs

A variety of references referred to the option of issuing fines or fixed penalty notices (FPNs) as
a way to tackle anti-social behaviour, violence and disorder. This kind of measure may ensure
that the police can be a real, practical and immediate deterrent. References include BBC News
Avrticle (2005); BRC (2005b); British Institute of Innkeeping (2001); Cabinet Office (2004);
Department for Culture, Media and Sport (2005) and Robson and Teague (2005).

However, this option appears to be more relevant to licensed premises and alcohol-related
disorder within towns and cities. The Department for Culture, Media and Sport (2005), in their
package of support for enforcement authorities dealing with alcohol-related problems, included
in their ‘How To’ Guide for Individual Drinkers Interventions information on targeting
troublesome individuals early in the evening with high profile foot patrols and fixed penalty
notices (FPNs). This has been found to be effective with FPNs being used successfully and
efficiently in Hull so that offenders are processed in 10 minutes. However, Robson and Teague
(2005) noted that while the police can now issue penalty notices for theft, they cannot
necessarily issue them for violence. In addition, the Federation of Small Businesses are
concerned that penalty notices decriminalise crimes in the eyes of offenders and downgrades
crimes such as theft to antisocial behaviour. They also noted that fines set at a lower level that
the value of goods stolen is not an effective deterrent.

Sentencing

Robson and Teague (2005) reported research by Axa which found that businesses thought that
better sentencing would better deter criminals (e.g. 46% wanted longer sentences, 32% wanted
tougher financial penalties, 29% wanted more sentences awarded and 23% wanted community
service sentences lengthened). Indeed, many SMEs feel that the lack of tough penalties for
criminals undermines any crime prevention measures in place and sets a low risk threshold for
criminals. Also, it has been suggested that sentencing guidelines belittle business crime and are
more lenient to such offenders, which puts a message out to criminals that crime against
businesses is acceptable.

Nelson (2004) also discussed sentencing specifically in relation to travel agents. He noted that
the government have increased legal powers in that magistrates sentencing power will increase
dramatically. Verbal and physical attacks will be categorised as ‘aggravating’, which will
increase the severity of the penalty (maximum sentence 6 months in prison and £1000 fine).
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Police Enforcement

Greater protection from the police using improved police powers and enforcement appears to be
a welcome option. The majority of literature discussing this appears to be focused on licensed
premises. For example, some of the literature refers to increased use of police powers to close
disorderly and disruptive pubs for at least 24 hours (supported by over 88% of Bll members), as
well as strict enforcement of street drinking bans (British Institute of Innkeeping, 2001; British
Beer and Pub Association, 2004). Also, the Home Office (1995) and Homel et al (1992)
suggested that regularly violent venues should have their licenses cancelled or the police should
at least warn the licensee that they would be prepared to object to the renewal of their licence or
apply to the licensing justices for its revocation.

Case Study:
While completing this review there was a real life example of more police enforcement

when an ‘outdoor booze ban’ to deal with alcohol-related violence was reported in a local
newspaper. Police and community safety officers joined forces to enforce alcohol-
controlled zones in trouble spots where some staff had been assaulted. Police will stop
drinking on the streets, confiscate alcohol, issue fixed penalty fines and impose acceptable
behaviour contracts and ASBOs.

A couple of references from Australia reported some different measures surrounding legal
enforcement by the police (e.g. Australian Liquor Licensing Act, 1998; Queensland Liquor
Licensing Division, 2005). The Brisbane Safety Action Plan suggested providing additional
liquor license compliance/enforcement officers to ensure licensees are meeting their obligations
or consider licensees paying more for late night permits to pay for police officers/license
officers/transport etc. Also, it was suggested that more proactive action would be beneficial
whereby the police systematically identify and gather intelligence on ‘hot spots’ and target those
specifically. More generally, stronger legislation and enforcement of Acts were thought to be
needed, as long as police are trained in the provisions of the Act and are confident and
encouraged to pursue prosecutions. It was suggested that it should become an offence to serve
alcohol to a drunken person and police should be empowered to move in on individuals
disturbing the peace. In addition, a person’s character should be taken into consideration before
granting a liquor license or employment (e.g. it has been found that some licensees had criminal
records). The Licensing Authority should have the power to prohibit employment. Some of
these suggestions may well be relevant to the UK context.

Finally, the Department for Culture, Media and Sport (2005) ‘How To’ Guide for Problem
Licensed Premises Interventions includes:

= Build evidence base from various sources (police, councils, CCTV, citizen complaints,
A&E records etc) to identify premises and inform licence reviews.

= Where there is evidence, review licenses and put conditions in place to reduce disorder.
For example, a ‘Winding Down’ terminal hour was imposed whereby there was no
alcohol sales permitted in a restaurant to avoid excessive noise, this may help with
violence too; keeping channels open between LAs, police and licensees such as
incorporating participation in a radio link scheme in pub and nightclub licence
conditions; limiting opening hours.

= Target enforcement efforts at premises who serve underage/drunk people. The Violent
Crime Reduction Bill will introduce police powers to ban alcohol sales in licensed
premises for up to 48 hours for selling alcohol to under-18s.
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= Use test purchasing operations (e.g. Liverpool trading standards particularly advocates
underage test purchasing).

= Monitor if conditions placed on premises are adhered to and if breached consider new
police closure powers or revoke the license (e.g. Nottinghamshire police applied for
revocation of a license for a large city centre club that generated more incidents than
any other premises).

= Deploy enhanced 24-hour emergency closure powers (e.g. when disorder around a
football match is expected). However, if new closure powers are used, there is a need
for visible posters to communicate this to others.

= Utilise increased fines and penalties for allowing disorderly and drunk conduct, for
breach of licence conditions, or for selling alcohol to children.

Legal Options: summary
* The variety of legal options available to help manage violence include:

0 Byelaws

Bans

ASBOs

Fines/FPNs

Sentencing

Police Enforcement

OO0OO0OO0O0o

* The Licensing Act 2003 imposes conditions on licensees regarding the prevention
of violence.

* There has been some debate around whether extended licensing hours will
increase violent behaviour: the literature suggests staggered closing hours may
not lead to an increase, although it is not equivocal.

* The legal options available to tackle work-related violence require the
involvement of the LAs, police and other stakeholders.

4.3 PARTNERSHIPS

A variety of references discussed the need for the creation of local, regional and national
partnerships and liaison with a variety of stakeholders, such as the police, LAs, other businesses
in reducing crime and violence (e.g. BBPA, 2003; Cabinet Office, 2003; HSE, 1995;
International Labour Office, 2003; Nelson et al, 2001; The Portman Group, 1998; USDAW,
2003b). Indeed, the Crime and Disorder Act (1998) places responsibility on the police, LAs and
other agencies to respond to community safety and crime issues through the creation of
partnerships.

Edwards and Tilley (no date) reported that a multi-agency working party should be formed as
the first step of the partnership development process and should comprise all interested parties
such as the police, ACPO, LAs, Crown Prosecution Service, crime prevention panels,
representatives of retailers and other city centre businesses (e.g. pubs, restaurants, post offices),
town centre managers, community groups, media and car parking operators. The Portman
Group (1998) noted the benefits of such partnerships, including sharing and dissemination of
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information, pooling of funding and expertise and greater likelihood of identifying and
understanding critical issues.

“You’ve got to have a good working relationship with all your partners ... it can’t be done by
the police alone, can’t be done by the local authority alone, it needs good partnership working”
(Home Office, 2004).

Partnership Members

Police

A variety of references referred to the need for partnerships with the police including increased
visible police presence outside premises to deter crime and violence, intelligence sharing,
increased links with police through CCTV and radio, text or pager links or help with
enforcement strategies such as exclusion orders, ASBOs or byelaws. References include
Beswick et al (2003); BRC (2005b); Cabinet Office (2003); Engineer et al (2003); Home Office
(2006); HSE (2002); ICAP (2002); Lins and Erickson (1998); Luke et al (2002); Poyner and
Warne (1988); Richardson et al (2003); Shapland (1995); USDAW (2003b); USDAW (2004b);
Westminster Licensing Policy (2005).

Some examples were given of the sort of partnership that could exist between local businesses
and the police. With regards to retail premises:

=  USDAW (2003b) reported that simply encouraging local officers to call in to have a cup
of tea and chat to staff could develop good relationships with the local police/crime
prevention officers. They noted that this has had some deterrent value and persuades
workers that their concerns are taken seriously.

= Lins and Erickson (1998) reported a similar idea whereby Southland Corporation of
Dallas provided satellite offices (Police Community Network Centres, PCNC) for local
police where officers can make phone calls, complete paperwork and meet with local
residents and business owners. These ranged from podium workstations to desks inside
7-11 stores or separate offices with signs identifying it as a PCNC. Officers have
indicated that such community centres allow them more time to address prevention and
causes of crime in neighbourhoods and store employees and customers report feeling
safer with an increased police presence in the neighbourhood.

= Lins and Erickson (1998) also cited another example of partnership between the police
and local shops in the US. In order to address problems with youths, police were given
7-11 coupons to give to young people who they observed committing random acts of
kindness or community service. This provided a friendly way for police and youngsters
to interact and 7-11 coupons may discourage them from attacking 7-11 stores.

=  USDAW (2004b) also noted that another way that businesses can work with police is
by the police visiting premises to give crime prevention advice to staff and to encourage
them to keep a record of incidents and to report them to the police.

= ‘Operation Avert’ with Northumbria Police is designed to support employees working
in retail and repeatedly subjected to threats and violence and encourages staff to report
instances of threats, intimidation or assault. Community beat managers work with the
retail community to inform store staff that the operation is running and to encourage
them to report. Also, police officers responding to theft incidents will encourage staff
to report incidents of threats or assaults and will take positive action in investigating
such incidents (NCAC, 2006).
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USDAW (2003b) reported that local businesses worked successfully with the police in
the Birmingham Retail Crime Operation using measures such as radio/phone links to
alert other stores when an offender is around; joint exclusion orders so offenders are
banned from all premises; information sharing such as photo galleries of known
offenders or links to police or town CCTV control rooms to alert others of trouble.

Press et al (2001) reported that the police could give retailers information on security
issues and local crime problems/suspects. For example, Nottingham C division police
force provided an information pack for retailers which included all Home Office
guidelines for retailers, information about training courses, CCTV in the area etc. In
contrast however, in Sheffield no information was available from South Yorkshire
Police.

An example from USDAW (2002b) showed that following a gang of youths hanging
around outside a local off-licence abusing staff it was agreed that the police would do
more frequent patrols and issue ASBOs and matters have since improved.

With regards to licensed premises:

The Brisbane Safety Action Plan suggested that improved co-ordination and
communication with the police might allow the allocation of additional police officers
to certain ‘hot spots’. Deploying police to identified peak areas could lead to increased
visibility of police, creating a safer area (Queensland Liquor Licensing Division, 2005).

Nelson et al (2001) reported a similar idea but based on geographical analysis of violent
crime in Cardiff and Worcester centres and pub/club leisure zones. They noted that
such geographical information is essential for the targeting of scarce police resources to
prevent crime and disorder at specific ‘hot-spot’ locations and at particular times of the
day and night. However, they also reported mixed evidence of increased policing. It
was suggested that a lower level of violence in a particular area in Cardiff was due to
the high police presence but in Worcester a month of targeted/high visibility policing
was found to have little effect.

Marsh and Fox (1992) reported that new licensees should be invited to meet the local
police for support and pub companies should encourage managers to communicate with
and welcome police visits, e.g. PubWatch successes have been best where there were
positive attitudes and support between managers and the police.

Also, there should be increased deployment of police officers in proactive roles where
regular, informal visits to premises should be made during evening hours. For example,
Oxford police in 1988/1989 emphasised their preventative role and this partly
accounted for a reduction in arrests (Marsh and Fox, 1992).

Local Authorities

Much of the literature mentioned the need to work with local councils in crime and disorder
reduction partnerships (e.g. Home Office, 2006; The Portman Group, 1998; USDAW, 2002b;
USDAW, 2004b). Ways that businesses can work with LAs in partnership is to:

Liaise with LAs regarding exclusion orders and excluding persistent offenders (Home
Office, 2006; USDAW, 2002b).

Team up with others on the “TOGETHER’ action line to discuss solutions to problems
with anti-social behaviour (www.together.gov.uk; Home Office, 2006).
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= Improve communication between shops through Safer Shopping Partnerships which
have been reported to be very effective in cutting crime (USDAW, 2002b).

= Drive initiatives forward with unions and employers and effectively enforce health and
safety, although it is recognised that resources are needed to do this effectively
(USDAW, 2002b; USDAW, 2003b).

= Develop community safety strategies, often co-ordinated by a town centre manager
(The Portman Group, 1998).

= Consider crime and disorder in planning applications (Cabinet Office, 2003).

= Consider Drug and Alcohol Action Teams (DAATS) in crime and disorder reduction
partnerships (Cabinet Office, 2003).

Unions

USDAW (2005a) noted that liaison with trade union H&S representatives might have a
beneficial effect on violence. Where the union is recognised, USDAW can use the legal powers
of USDAW safety representatives to raise violence with employers, check policies and
negotiate for improvements for safer systems of work. With enforcement officer support, H&S
representatives can help to ensure high compliance with legislation. Indeed, USDAW noted
that independent research has shown that workplaces with active trade union H&S
representatives are much safer than non-union workplaces. USDAW (2004c) also noted that
unions (along with other retailers, the police and LAs) may help to draft petitions for parliament
to try and get them to protect shop workers more by promoting and resourcing safer shopping
partnerships and to introduce retail crime as a key performance indicator for police. USDAW
reported that they can only succeed if all stakeholders engage with them to make their ‘Freedom
from Fear’ campaign work (Safety and Health Practitioner, 2003a).

Community
The Portman Group website suggested that community safety strategies are important.

For example, Berkley (1997) noted that the long-term consequences of partnership working will
depend on relationships between premises and its neighbours and the community. Owners
should make friends in the community, have open communications with community leaders and
promote relations with neighbours by picking up litter, policing the vicinity (this was discussed
more in relation to licensed premises). Indeed, ICAP (2002) cited the need for the community
intervention program ‘Accords’ whereby there are partnerships with those most affected by
violence related to licensed premises, e.g. individuals living close to licensed venues.

Finally, in their study examining the effectiveness of a ‘crime prevention through environmental
design’ intervention in reducing criminal activity in California, Casteel et al (2004) noted that
one valuable lesson learned was the importance of continuity of the person interacting with the
store.

Other businesses

A variety of references discussed the need for liaison and partnership with other businesses in
the area in order to:

= Connect adjacent stores and involve as wide a spread of different organisations as
possible in partnership arrangements.
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= Share good practice in anti-crime and anti-violence measures or to share information,
photos or evidence on persistent offenders.

= Warn each other of violent customers perhaps by all jointly investing in a radio system
to alert each other and the police.

= Encourage improvements in security.

= Ensure support in enforcing legislation such as not serving underage people.
= Support each other in tackling recurring similar problems.

= Enforce a ban from all stores.

= Set up a retail crime partnership to help with resources and information etc.

For example, AABC (2006b); Beswick et al (2003); Cabinet Office (2003, 2004); Home Office
(2006); HSE (1999, 2002); MAYBO (2004a); Press et al (2001); Queensland Liquor Licensing
Division (2005); Shapland (1995); Unison (1997, 2003); USDAW (2004b).

RACS (Retailers Against Crime Scotland) is one example of a system whereby organisations
share intelligence on professional and travelling offenders. Based at the Scottish Business Crime
Centre, information on crime and offenders is collated, analysed and disseminated to member
stores and shopping malls throughout Scotland via regular newsletters and other updates.

The Home Office (2004) noted that engaging with businesses is crucial but it can be hard to get
co-operation between businesses as they often have a distrust of public bodies and an
unwillingness to share information with competitors. They suggested that involving a familiar
local agency could make it easier to involve businesses. However, in doing this it is important
for project staff to familiarise themselves with local areas and shop staff, and involve local
people such as councillors or community forums in order to keep businesses updated and to
manage their expectations. Also, businesses will need on-going support, possibly by using a
‘champion’ or ‘business owner’ amongst the retailers who can drive the project forward after
any initial initiative has finished. This is also a good way to foster ownership and facilitate
sustainability among businesses.

Advantages of using such established local groups to facilitate partnerships include:
= Savings on limited professional resources,
= Increasing business investment and commitment,
= Useful network for publicising and gaining support,

= Useful forums for engaging with businesses, especially hard to reach businesses and
communities.

However, disadvantages of using such established local groups include:
= Possibility of not representing the views or concerns of all businesses,
= Involving those who are not already members may require persistence,

= Project may be unduly influenced by the priorities of the existing group.
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SMEs

Press et al (2001) reported that crime reduction partnerships are used more by chain retailers
than independent retailers. Furthermore, some police and trade associations have little
involvement with independent small retailers and the involvement of SMEs in partnerships is
often poor. In a survey of Sheffield independent small retailers, it was interesting to note that
although HSE issue guidelines on violent crime against staff, no respondents had come across
this. Also, more advice and feedback from the police was desired and only half of the
respondents were aware of radio link crime reduction partnerships. Robson and Teague (2005)
also reported that many small businesses receive no crime prevention advice or are unaware of
its availability or how to access it. They also found low awareness of Crime and Disorder
Reduction Partnerships (CDRPs).

The main reasons for not getting involved were lack of knowledge about the schemes and how
they could help, costs involved and lack of relevance to their particular shop. Robson and
Teague (2005) noted that SMEs involvement is often low due to them not having the time or
resources to commit, and membership competing with other security measures for money. They
suggested that there could be a subsidy for first year membership for SMEs and fees could be on
a sliding scale so that they are proportionate to business size. Also, to increase awareness of
partnerships, Robson and Teague (2005) suggested there needs to be more active engagement
with small businesses, such as government-funded initiatives like the SRDA (Small Retailers in
Deprived Areas), but without a focus on retailers at the expense of other sectors.

Due to this lack of involvement with more formal organisations such as the police, trade
associations or official partnerships, informal networking between independent retailers is a
vital source of information on crime (Press et al, 2001). Indeed, Mayhew (2002) noted that
local community organisations play a key role as intermediaries between SMEs in violence
prevention and they may hold more sway over SMEs. They were felt to be a good alternative
information deliverer to help ease the burden on government and trade associations. This was
especially significant in smaller rural regions or for those SMEs not in a trade association.

Hibberd and Shapland (1993) also supported the notion that SMEs are more likely to be
involved in informal co-operative schemes. From their research:

= There were very few formal co-operative schemes. The only formal schemes reported
included a pharmacist involved in a ring-round scheme to warn and support other
shopkeepers in the area and an anti theft group (however, few shopkeepers knew of this
scheme and were unable to attend meetings at 6pm when small shops are busy).

= More small shopkeepers said that they operated an informal scheme or had informal
arrangements with other local shops offering back up and support, e.g. panic buttons
linked with other shops.

= Shopkeepers are often the most active ‘watchers’ but police or formal schemes don’t
seem to tap into this.

However, Hibberd and Shapland (1993) also noted some negative factors that may prevent the
participation of small shops in co-operative activities. For example,

= Co-operation in small shops may be affected by competition, trust, cost and mutuality.

Some shops feel that they will lose their competitive advantage if they either say they
might have a crime problem or they link with others to do something about it.
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= Insuch informal schemes there may be a need for a confident individual to take the lead
and this may not be forthcoming.

= Some shops are isolated geographically and so would not benefit from co-operation
schemes. It may be that there is a need for geographical co-operation schemes looking
at the crime of the whole area and fostering contact between shops, houses and
industrial estates. Indeed, Robson and Teague (2005) noted that partnerships must
move away from being retail focused and include the wider business community in
order to avoid displacement of crime to areas outside of town/city centres where SMEs
are often located.

Hospitals

Young and Douglass (2003) and Warburton and Shepherd (2004) reported that the Crime and
Disorder Act (1998) requires that the NHS collaborate with the police and LAs because of the
extent to which assaults that lead to treatment are not reported to the police. Therefore,
receptionists now use the assault patient questionnaire (APQ). Disclosure of A&E data to local
authorities, police and media drew substantial attention and crime prevention resources to the
locations of violence. As a result a police task force was funded and electronic transfer of data
informs and prompts violence prevention initiatives (for licensees and transport services). This
task force informed by A&E data could also be used to oppose licence applications, to assess
premises safety and to motivate managers to make improvements to security, layout, staffing
etc. It was concluded that sharing of such unique information about violence derived from
A&E patients was a powerful and effective means of targeting police and other local resource to
bring about violence reduction.

Furthermore, the Cabinet Office (2003) and Cusens and Shepherd (2005) suggested that while
healthcare workers attend to patients that have been involved in alcohol-related violence they
could take advantage of that ‘teachable moment’. That is, when someone involved in violence
attends hospital for trauma care 5-10 days after injury, when patients are normally sober (e.g. to
have stitches removed etc), use that ‘teachable moment’ to give information that may
discourage antisocial behaviour. Evidence suggested that this achieves long-term reductions.
Indeed, Cusens and Shepherd (2005) reported that a randomised controlled trial study found that
a brief motivational interviewing intervention combined with wound care (i.e. while they are
attending hospital) was effective in reducing alcohol misuse in males injured while intoxicated.

Designers

Press et al (2001) reported that local design partnerships with design expertise in universities
might help local retailers (or other premises) incorporate store design features into their crime
prevention measures. Information is needed for designers though to help them understand
design in crime prevention.

Incidence

In a study of over 500 independent retailers only 13% said they have had any contact with their
local Crime Reduction Partnership compared to 35% the year before. Also, only 10% of local
stores said they were involved in any local community scheme (Association of Convenience
Stores, 2004a).

Shury et al (2005) reported some incidence data for partnerships/co-operative activity:

52



Only 23% of retailers had contact with police regarding crime prevention and 20% of
retailers thought that police were not seen in the area. However, one example showed
that problems of youths hanging around lessened considerably after a policeman started
to visit at school times to prevent children gathering.

Very few businesses were involved in crime and disorder partnerships (4%) and only
5% of retailers were involved in a retail crime partnership.

Encouragingly, a slight majority of retailers (52%) were participating in some form of
co-operative activity. The most common activities were:

o0 Co-operation in banning offenders or using exclusion notices (24%).
0 Ring round schemes (20%).

0 Meetings between local businesses and the police (19%).

0 Business watch schemes (17%).

Co-operative activity was often spurred by victimisation (35%) although it was reported
that there was more reluctance to tell others about assaults and threats than property
crime (just 30% informed other businesses and only 12% informed a local partnership)!
However it is in businesses interest to report crime to partnerships so they can include
them in their crime priorities.

They also reported some incidence data for advice/information:

The most common source of advice on crime prevention was the police (43%) and
businesses were more likely to act on police advice. However more proactive advice by
police is needed.

Only a small minority of businesses received advice from LAs (13%) and they were less
likely to act on this anyway.

9% received advice from a business watch scheme but again acted less on this.

Only 3% of retailers received information from crime and disorder partnerships.

Such incidence statistics suggests that crime and disorder partnerships are not being used to
their full potential and sources and use of advice and information do not seem to be fully acted
upon either. An ongoing fostering of a positive and proactive relationship between police and
local businesses needs to be encouraged.

Action against Business Crime (2006c) listed key performance indicators that could be used to
assess the effectiveness of business crime reduction partnerships. For example:

Number of ASBOs imposed as a result of partnership information sharing.
Number of persistent offenders currently known.

Number of current exclusion notices and breaches.

Number of warning letters to offenders and breaches.

Level of violence, threats and abuse against staff.
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= Number of offenders deterred or arrested.
= Number of current partnership members.

Retail Premises

The British Retail Consortium (2004a) and USDAW (2003b) reported that over 250 retail crime
partnerships have been developed in retail and shopping centres, combining CCTV, radio links,
photograph and information sharing and exclusion notices to identify retail thieves, share
information and track their movements. BRC believe this is the most effective means of
managing the behaviour of known offenders. Indeed, USDAW (2003b) reported that such
partnerships have been successful in reducing violent crime.

A Business Information Crime System (BICS) has been installed in over 60 partnerships and is
a bespoke database to record business crime to ensure that retailers have the latest intelligence
locally and nationally. The BRC also sponsors the Safer Shopping Award (or now the Safer
Business Award (SBA) as reported by AABC 2006c), which is a trusted quality national
standard that recognises high standards of management and operation in retail crime
partnerships. On achieving the award, retail partners can gain maximum publicity through a
major media launch and use of the Safer Shopping Award logo on stationery and in prominent
locations in the shop. 71 partnerships have achieved the award with many more applying for
accreditation (BRC, 2003; 2004a). AABC (2006c) reported recent examples of partnerships
achieving this award, e.g. Burnley Business Initiative Against Crime, Southampton Business
Against Crime and Slough Town Against Crime.

Some references also noted that ShopWatch is a scheme being used by many retailers (e.g.
BRC, 2003, 2005b; Home Office, 2004; The Portman Group, 1998; USDAW, 2004b).
ShopWatch schemes are locally driven initiatives set up to tackle crime and disorder problems
in a particular community, involving a communications network between retail and police, and
even other watch schemes such as pub/clubwatch, hotelwatch or cabwatch. Where it is well
publicised, ShopWatch can be an effective deterrent and benefits include reduced risk of
damage and assaults and increased trade if customers feel safe and secure. However, success of
the watch depends on the commitment of all watch members (The Portman Group, 1998).

A variety of references reported examples of retail partnerships and their relative successes.
Some are more directed to reducing overall crime, rather than focusing on the prevention of
work-related violence to retail staff, but are relevant. It should also be noted that it could be
difficult to attribute a reduction in crime and disorder solely to the work of partnership schemes.
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Case Studies

1. Following incidents of abuse and violence, off-licensees in Truro in Cornwall formed a
partnership to tackle the problem. They drew up a list of the 25 most problematic street
drinkers and each of them was banned from buying alcohol from any off-licence in
Truro. Each store, including independent shops, chain stores and supermarkets, were
issued with a folder containing details and photographs of the banned individuals.
Truro police backed this scheme by issuing letters to each of the individuals and
attending incidents if they arose. The Association of Convenience Stores said that this
shows the benefit of partnership working and other retailers should be talking to their
local police and local authority to address such street drinking and violence problems
(Association of Convenience Stores, 2005b).

2. Town Centre Management (a public/private partnership to promote the interests of
local businesses and the town centre). Following the introduction of town centre
management, shop theft in Gravesend declined by 19% between 1999/00 and 2001/02
and in Stroud theft fell by a quarter and burglary halved. Also, Newcastle city centre
had a city centre manager and overall crime has fallen by 25% over the last 3 years
(48% robbery) (ODPM, 2004).

3. Oxford City Centre Initiative: the Oxford city centre manager and police attempted to
reduce access to strong alcohol and in April 1997, Sainsburys removed 18 lines from
their shelves, Co-op followed a few months later and three off —licensees in November
1997. There was a sharp fall in alcohol-related incidents and drunk and disorderly
and aggressive behaviour over the relevant period (The Portman Group, 1998).

4. Taunton Town Centre Partnership: the Taunton town centre manager made a voluntary
agreement with off-licensees to not supply high alcohol/low value products to street
people known to have a drinking problem. The police supported this with a closed
radio link to enable them to respond quickly during confrontations, although there
have been few call-outs. This voluntary scheme made a significant impact with fewer
alcoholics congregating in the town and no problems from those that do (The Portman
Group, 1998).

5. A pilot ShopWatch initiative in Camden, North London trained high-street shop staff
as special constables who then patrol the shopping area. Unfortunately this has not yet
been evaluated but it has put in place arrangements for retailers to take ownership of
the environment (Home Office, 2004). However, BRC (2005b) also noted ShopWatch
schemes that included training and deploying retail staff as special constables in the
immediate retail environment and reported that it showed positive results in crime
reduction and increased staff morale.

6. Dover Partnership Against Crime (retailers and pubs/clubs). Features of this
partnership included police officers tuning into a shared ShopWatch radio to improve
response and information, a partnership co-ordinator sharing intelligence and
photographs of offenders with members and an exclusion notice scheme barring
offenders from entering any members’ premises. It was reported that this scheme
worked well making it increasingly difficult for offenders to operate in Dover. The
scheme has helped businesses to reduce stock losses and the incident of violent,
threatening or intimidating behaviour has declined (BRC, 2003; USDAW, 2004b).

7. Leicester Against Crime City Watch (retailers and licensed). Features of this
partnership included intelligence reports and photographs disseminated to members,
100 offenders excluded from member premises, 3 remote covert surveillance cameras
and 1 overt camera loaned to members, use of the Business Information Crime System
(BICS) etc. Many stores reported reductions in stock losses and violence to staff and
people arrested said criminal activity was not worth it in Leicester as the chances of
getting caught were high (BRC, 2003).

8. Northampton Crime and Disorder Strategy. Features of this partnership included a
retail initiative, PubWatch and forecourt watch, extensive CCTV system and radio link,
automatic number plate recognition and facial recognition. In the first year of
operation, it saved stores £250,000 and excluded 80 persistent offenders from entering
member stores (BRC, 2003).




9. Wigan Town Centre 24 hour Partnership (retailers and licensed). Features of this
partnership included PubWatch and ClubWatch, a comprehensive database to record
incidents, exclusion notices, a late night bus service, ‘cracking crime’ newsletters,
target offenders database, training packages, increased street lighting, CCTV etc.
Results were better than anticipated with serious crime falling by 74% (BRC, 2003).

10. Standing and Nicolini (1997) reported on “Counter Action” that could provide a model
for small and medium sized retail enterprises. This was a joint initiative between
Threshers, the Police and the BRC to combat robbery in off-licences and independent
retail outlets. It began as a target hardening approach aimed at getting retailers to
redesign shelving, install CCTV and train staff in prevention measures but it was
limited by the finances of individual retailers. More recent activities have included the
development of a video for small businesses which Crime Prevention Officers show to
staff. In the first year following the launch of this initiative robberies fell by nearly
70% in retail outlets compared to a fall of only 38% in other commercial premises.
However, this fall was not sustained. Such initiatives can have an immediate and
noticeable effect but must be maintained at a high level to sustain the impact. Also,
crime was not necessarily reduced but displaced elsewhere which indicates the
importance of parallel initiatives.

11. The Home Office (2004) reported some statistics from the Smaller Retailers in
Deprived Areas (SRDA) initiative and found the following statistics relevant to small
businesses:

*[] Over 85% of the 100 small businesses surveyed had experienced a crime between January

2003 and January 2004.

*[] Preliminary survey results indicated that for some of the more serious crimes, the average
number of incidents per victimised premises was lower for SRDA funded businesses, e.g.
average number of incidents was 1.4 compared to an average of 1.7 among non SRDA
businesses.

*[] One case study introduced a mix of interventions based on blocking the opportunity for
offending and surveillance and in the year before the scheme there were 24 incidents and in
the year after this fell to 9 incidents. Another project made environmental improvements
and used CCTV and saw the total number of incidents fall from 102 in the year before to 45
post-implementation.

Other benefits included: increased reporting to police (from 47% to 53%), improvements in retail
staff confidence, increased knowledge of security among businesses (over half of businesses said it
had a ‘big or some impact’ on knowledge), improved perceptions regarding attractiveness of retail
areas (73% of customers thought area was more attractive) and improved working links (30% SRDA
attended meetings compared to 17% non-SRDA) especially if this was a prerequisite from the start
such as in ShopWatch schemes.
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Licensed Premises

Much of the information regarding partnerships in licensed premises focused on the existence of
PubWatch or ClubWatch schemes. The basic principle of Pubwatch is that the licensees of the
premises involved agree on a number of policies for action against individuals who cause or
threaten damage, violence etc. Close cooperation with the local police, Local authority and other
agencies is important to make the scheme work. The Portman Group (1998) reported the use of
PubWatch or ClubWatch schemes (which are the same as ShopWatch schemes but in licensed
premises; see the previous retail premises section for brief information on such ‘watch’
schemes). Traditional pubwatches use:

= A telephone ring round system (round robin or pyramid). However, this relies on the
commitment of members, may take a while for messages to be relayed, or can restrict
the structure/size of a watch.

= PubWatch schemes are now adopting electronic pagers or radios for speed and
reliability as a single message can be relayed to all members and police simultaneously.

= PubWatch also uses window stickers and posters to publicise and advertise the fact that
anti-social behaviour will lead to individuals being banned from all premises included
in the watch.

= Increasing the profile of the PubWatch through press/radio is also common.

An example PubWatch scheme (from Roskrow, D. Publican, 16/11/92, cited in Hayter, 1994)
reported that after starting PubWatch licensees in Basildon, Essex saw an all-round fall in pub-
related violence and crime. Assaults were down 30%, offences involving damage were down
36% and burglaries were down 20%.

The Portman Group (1998) also discussed a wide variety of other possible partnership
combinations within the licensed industry. For example, police and licensees (e.g. PubWatch
and ClubWatch schemes); police, probation services and alcohol counselling services (e.g.
arrest referral and diversion schemes); and LAs, police and licensing justices. Key agencies are:

= The police (initiators and support).
= Probation services (“inside” perspective and offer alcohol advice and education).

= LAs (involvement in crime prevention initiatives, inspection of licensed premises,
granting of public entertainment licenses, responsibility for the environment and
byelaws etc).

= Licensing boards (powers to put conditions on the granting of liquor licenses).
= Licensees (willingness to co-operate in local schemes).

= Counselling services (awareness, advice and support programmes).

= Pub owning companies (valuable experience and funding).

A variety of references reported examples of licensed industry partnerships and their relative
successes. Many of these focus on the reduction of alcohol-related crime and disorder but may
well be relevant to reducing the incidence of work-related violence.
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Case Studies

1. Community Partnership, Surfers Paradise Safety Action Project, Australia. The major aim
was the reduction of alcohol-related violence in a major international tourist area with
approximately 20 nightclubs. The project set up a steering committee, three task groups
and a monitoring committee and it was designed so that the local community (business
people, residents, community groups, council representatives, taxi operators, police,
security operatives and licensees etc) had ownership of the project and responsibility for
developing solutions etc (Graham and Homel, 1997). Features of the project included:

[] Programmes of awareness, surveillance and compliance with Queensland Liquor
Act.

*[] Use of a risk assessment policy checklist — a tool to assess, amongst other things,
how well management deal with provision of liquor and pricing, what responsible
practices are being used and how venues promote entertainment as well as alcohol.

*[] Working with licensees to promote responsible hospitality practices and co-
ordinate required training.

*[] Enhanced public transport systems to ensure safe and reliable routes out of the area.

*[] Involving licensees directly by asking them to outline their perception of the
problem of rising violence and identify significant factors (this had not happened
previously).

[] Encouraging licensees to shift the context of licensed premises from being alcohol-
oriented to being entertainment-oriented (achieved in part by the administration of
the risk assessment policy checklist).

*[] Code of Practice, developed by the licensees, focusing on issues such as security,
safety inside and outside the venue, staff responsibilities, responsible use of
alcohol, quality service and entertainment and honest and accurate advertising.

*[] Management commitment to ensuring that all security staff were trained, registered
and identifiable, and giving priority to well-being of patrons.

*[] Monitoring committee applied ‘peer pressure’ to some licensees to persuade them
to comply with the code of practice and collected evidentiary information that
could be used in successful legal action against deviant licensees.

The project was assessed using interviews, observation, street incidents and criminal incidents.
Results showed statistically significant and marked improvements on all aspects measured, except
staff drinking policies and aspects of personnel style and recruitment. The number of incidents of
physical violence inside venues dropped from 9.8 per 100 hours observation to 4.7 per 100 hours.
Also, there was a significant reduction in binge drinking by men and rates of intoxication which was
attributed to major improvements in management and serving practice, reduced use of gimmicks,
lower use of drinks promotions and happy hours and a reduction in the unsolicited topping up of
patron’s drinks. It was concluded that this community action process provided a useful model for
implementing changes (Graham and Homel, 1997). However, discussing the same example, ICAP
(2002) reported that while violence decreased significantly within the first year, this was not
sustained after the intensive intervention period ceased. The main reason for this was licensee
disregard in favour of commercial competition.

2. Community Partnership, Fremantle, Australia. This was a highly promoted programme
that was seen as successful at the launch but evaluation two years later found little evidence
of a reduction in assaults around bars, due to lack of committed personnel (ICAP, 2002).

3. Host Responsibility Programme, New Zealand. This required establishments to offer food
service, stock low alcohol or alcohol free products, uphold strict age 1D policies and provide
transport options to drunk patrons and was supervised by an on-site host responsibility
manager. There was a mass media campaign for awareness and the result of negligence was
a revoked license. Evaluation found that loss of licence penalties was the main motivation
to comply (ICAP, 2002).

4. Community Partnership, University of Washington, USA. This involved a task force of the
police/fire/liquor board/university residence board/students etc using codes of conduct,
education, contracts, register of planned events etc. Following implementation, harm
involving alcohol dropped significantly (ICAP, 2002).
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Case Studies (cont)

5. Community Partnership, Florida State University, USA. A hospitality resource panel was
proven effective in regulating high-risk promotions and enforcing a safety checklist (ICAP,
2002).

6. Lahti Community Partnership Project, Finland. Alcohol education initiatives resulted in
heavy drinkers reducing consumption and awareness of violence significantly increased
(ICAP, 2002).

7. Case studies of Manchester City Safe, Stroud PubWatch and Cardiff ‘Tackling Alcohol-
related Street Crime’ (TASC). All these initiatives used public information, visible and
targeted policing, co-operation with others such as licensing, trading, street cleaners and
improved late night transport provision. The result in Manchester City Safe was to reverse
a rising trend of disorder (by 8.5% in the first year and by 12.3% in the second year). Also,
the TASC project in Cardiff used visible targeted policing of problem areas to act as a
strong deterrent and this led to a 41% reduction in violence (Cabinet Office, 2003).

8. A local newspaper described an example of a PubWatch scheme in South Yorkshire. It was
being set up to make it easier for licensees and the police to work together to identify
troublemakers. It created a direct link to police, enabling publicans and officers to agree on
actions and interventions early. For example, one particular pub discussed a reduction in
opening hours and the cancellation of a garage music night and it was agreed that this pub
would employ extra bar staff for certain times to compensate for a lack of door staff and
would install extra security cameras. This all led to no further incidents being experienced
at the venue.

9. ‘Best Bar None’ awards scheme. This scheme raises standards of operation for the
management of licensed premises and can be made a condition of the licence if there is
evidence of problem behaviour. Premises gaining accreditation were shown to exhibit
better customer care and lower levels of crime and disorder. Its key principles were
intrusive, comprehensive but flexible accreditation using multi-agency inspection visits;
visible wall plaques to create a ‘kite mark’ for safe premises and annual awards to recognise
achievement and create community links (Department for Culture, Media and Sport, 2005).

10. The Portman Group (1998) cited examples of PubWatches (Brixton, Guildford, Perth and
York). Features of such PubWatches included:

*[] 24-hour telephone/pager combination system that pages other PubWatch members
and police (York has a red (closure requests) and yellow (potential trouble) system
with their pagers).

°[] Attending meetings and social/fundraising events to discuss issues and help
relationships between members and the police.

*[] Newsletters and coverage in the local press.

*[] CCTV and town link radio system.

*[] Door staff training/registration.

¢[] CabWatch scheme.

*[] Posters and stickers stating watch rules, as well as banned lists etc.

*[] High profile public campaigns such as underage drinking or excessive
consumption.

Brixton PubWatch was found to be very successful, turning Brixton pubs into ‘virtual crime free
zones’. The Guildford and Perth PubWatch packages were thought to have been extremely
successful in reducing alcohol-related crime and disorder and in York, 200 licensees participate in
the PubWatch.
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Partnerships: summary

Partnerships are increasingly being seen as an effective tool to manage violence
and crime.

Partnership members can include the police, LAs (particularly in crime and
disorder reduction partnerships), unions, the local community, other businesses,
hospitals and designers.

Partnership schemes can be retail specific, licensed premises specific or more
general to town and city centres.

Many case studies exist within the literature describing a variety of partnerships
and their success. However, it should be noted that it can be difficult to
accurately evaluate partnership schemes.

Many partnership scheme examples focus on the reduction of alcohol-related
crime and disorder but still may be relevant to reducing work-related violence
against staff.
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4.4 ENVIRONMENT
44.1 Security

Much of the literature made reference to various security measures. The majority of security
options were relatively general and could apply to both retail and licensed premises. ‘Security’
is discussed more in relation to reducing general crime such as robbery/burglary, however, as
violence may result from such crime it may have some application to reducing work-related
violence. A variety of references cited the following security measures, for example, AABC
(2006b); Amandus et al (1997); Association of Convenience Stores (2004); BBPA (2003);
Hayter (1994); Hendricks et al (1999); Hibberd and Shapland (1993); Home Office (2006);
International Labour Office (2003); Janicak (1999); London Borough of Tower Hamlets (2006);
Mayhew (2000); OSHA (1998); OSH Service, NZ (1995); Press et al (2001); Shapland (1995);
Shury et al (2005); USDAW (2002b); USDAW (2003a) and Walsh (2006).

= Ensure doors and windows are good quality and choose equality locks to British and
European standards and consider deadlocks. Fit doors with tamper resistant
locks/catches. ODPM (2004) cited windows standards of BS7950, door standards of
BSI PAS 21-1:1999 and standards of locks in doors/windows of BS 3621:1998.

= Consider the materials used in door and windows and ensure they are well fitted, robust
and secure. Where risk is high consider laminated glass. Window glazing should be a
minimum of 7.5mm think laminated glass. Wood must be at least 100mm thick and if
UPVC is used it must be reinforced with wood.

= Consider security screen material — if it is weak use toughened glass or use bullet
resistant enclosures with windows.

= Consider multiple locking.
= Consider security chains.

= Consider window restraints (locks, bars, grilles, shutters) and internal beading/screw
fixing for windows.

Protective door and window measures were reported by 9 out of 10 retailers in a survey by
Shury et al (2005). Most common were bars, grilles or shatterproof glass (58%) whilst at least a
third had shutters, door bars or window locks. Shapland (1995) and Hibberd and Shapland
(1993) reported that grilles or shutters were used by 73% of shopkeepers and security door and
window locks were used by 64-70% of shopkeepers. However, ODPM (2004) noted that some
security measures can adversely affect the way a place looks and feels and can undermine the
aim of the measure, e.g. grilles and barbed wire are often unattractive and increase the fear of
crime by suggesting the area is unsafe.

= Security viewers should be installed in doors.

= Authorised touch pad lock to restrict storerooms and awareness of visitors in restricted
areas should be considered.

=  The door between the ‘safe haven’ and main area should have a 5 level mortice lock and
a door viewer.

= Consider window location as low-level glazing is more vulnerable.

61



= Make doors and windows open outwards as this makes breaking in more difficult.

= Don’t leave keys in doors, on counters or in drawers, have a register for keys and keep
spare keys in a secure cabinet. Do not leave safe or security keys on site overnight.

= Use dummy goods for display or security cabinets with locks/controlled access for high
value goods.

Press et al (2001) reported that secure display cabinets are a key deterrent to shoplifters and
toughened glass in cabinets can provide extra security. However, many stores felt that security
measures were not being used to their full potential, e.g. secure product display units were not
used as they reduced sales and were seen as not being customer friendly. Nevertheless, display
cases comprising locked cabinets with merchandise in view at the top and actual products stored
underneath may be an option — this was cheaper and as staff were needed to access the products
it gave a feeling of customer service to the customer.

= Intruder alarms (prominent or remote and silent monitoring), security lighting and
CCTV or still camera surveillance may all help, as long as they are operated properly.

= Consider a PA system for security announcements.

= |pstallation of door detectors with electronic sensors that emit a sound to alert
employees when customers enter premises.

= Metal detectors on doors to detect weapons.

= Qutside walls and doors must be maintained and walls and bushes must not create
places for thieves to hide.

= Access to roof should be considered and minimised. Ladders and climbing aids should
be locked away.

= Barbed wire fencing or anti-climb paint (15% of retailers had such measures as
surveyed by Shury et al, 2005).

= Controlled access/entry procedures, e.g. coded security locks to restrict public access.

Measures preventing entry and measures on the outside of buildings such as doors, barriers,
lighting and alarms were considered effective. However, Shury et al (2005) reported that few
businesses felt that such measures had worked completely (only 10%) while about two thirds
thought they prevented crime to a reasonable extent.

However, Shapland (1995) and Hibberd and Shapland (1993) made reference to the fact that
such physical security measures are just ‘bolt on measures’ rather than measures that address the
root cause of a crime problem, e.g. layout.

Opening and Closing

A few references considered security at specific times such as when opening and closing
premises (e.g. AABC, 2006c¢; Association of Convenience Stores, 2004; BBPA, 2003; Hayter,
1994; OSHA, 1998; OSH Service, NZ, 1995; Queensland Liquor Licensing Division, 2005;
Safety and Health Practitioner, 2003a).
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4.4.8 Transport

Another aspect of the environment where the literature focused more on licensed premises was
transport. The Transport and General Workers Union have concerns about violence for its
members working in pubs and has called for effective and safe means of returning home for
staff (Safety and Health Practitioner, 2001). Regarding customers, various references referred
to the provision of public transport in and out of entertainment districts as a way of reducing the
potential for provocation by intoxicated individuals and preventing exposure to violent
behaviour (e.g. Cusens and Shepherd, 2005; Engineer et al, 2003; Homel et al, 2004; Marsh and
Fox, 1992; The Portman Group, 1998; Queensland Liquor Licensing Division, 2005;
Richardson et al, 2003).

Some references considered specific ways that licensed premises could improve the transport
situation for staff and customers. For example:

= Licensed premises should consider the provision of special transport facilities (Marsh
and Fox, 1992).

= The Brisbane Safety Action Plan considered licensees paying more for late night
permits to pay for transport (Queensland Liquor Licensing Division, 2005).

= Late night relaxation of restrictions on private minicab companies (Marsh and Fox,
1992).

= Manage taxi and bus queues in the early hours using street wardens (e.g. in Liverpool,
street crime wardens managing transport queues led to a reduction in serious violence;
Department for Culture, Media and Sport, 2005).

However, Homel et al (2004) noted that the availability of transport provided by venues
themselves did not improve, which highlights the importance of involving local authorities and
communities in such transport interventions. Also, Marsh and Fox (1992) noted that staff
operating transport should be adequately trained in conflict management.

The Portman Group (1998) reported that regular, reliable transport services are especially
important because they move people out of the town centre before groups of people, who have
been drinking alcohol, can begin to congregate and cause trouble.

Case Studies:
The Portman Group (1998) reported a few examples of successful transport schemes.

> Oxford introduced a 24-hour Oxford to London service in 1993, other 24-hour bus
services around Oxford in 1996 and late night bus services until 3am on rural routes
(with buses not fitted with screens or CCTV to avoid chances of confrontation).

> Wolverhampton designed a late night bus scheme whereby clubs provided trained
door staff to travel on buses (this was so successful that the bus service routes and
times were expanded).

> In Leicester a scheme was introduced that involved free provision of soft drinks to
designated car drivers, an assisted advance booking service for taxis, female taxi
drivers available on request, driver rescue package and a coach service at designated
points for an all-in price including club admission and bus fare (each part of this
initiative has been so successful that the%?ave continued without further support).










Glassware

There were many references in the literature to drinking vessels in licensed premises and the
potential danger that glassware can pose in aggressive and violent encounters. Indeed, The
Portman Group (1998) reported that among 15-25 year olds almost half of facial injuries were
sustained in assaults and 8% used glasses or bottles as weapons.

Toughened glass is one option that is discussed by a number of references. A document by the
University of Salford/Sheffield Hallam University (2003) reported how such toughened glass is
made. A specially formulated glass is slowly heated and then quickly cooled several times,
which eliminates weak points and increases its impact resistance, making it harder to break. If
it was broken it breaks into tiny blunt pieces that are useless as a weapon.

A variety of references suggested that in order to reduce the risk of injury during aggressive and
violent interactions glassware (glasses or bottles) in licensed premises should be made of this
toughened glass or plastic that does not form sharp edges if broken. For example, Engineer et al
(2003); ICAP (2002); Graham and Homel (1997); Luke et al (2002); Poyner and Warne (1988);
Richardson et al (2003); Richardson and Budd (2003); The Portman Group (1998); The
Portman Group website (2006); Westminster Licensing Policy (2005). Poyner and Warne
(1988) also noted that materials such as plastic should at least be used in problem pubs or areas
with a number of assaults or at certain times such as Christmas time or during football match
days. Furthermore, Westminster Licensing Policy (2005) suggested that a condition that could
be imposed on licensed premises is a requirement not to pass glass bottles to customers.
However, Graham and Homel (1997) noted that there are risks from all glassware so attention
should be focused generally on avoiding the use of bar artefacts as weapons and preventing
glass breakage.

The use of toughened glass tends to relate to reducing the risk of physical injury during an
attack, rather than reducing the aggressive behaviour “at source’.

Evidence for the use of different material for drinking vessels such as toughened glass or plastic
has been shown by a few references. For example, the Cabinet Office (2003) reported that
toughened glass showed a reduced accident risk in trials.

Coomaraswamy and Shepherd (2003) reported a randomised controlled trial (a robust study
methodology) that demonstrated that increasing the impact resistance of glasses is associated
with a decreased injury risk so any reduction in the chances of glass breakage through
substitution, lamination or altering glass properties is important. Cusens and Shepherd (2005)
also reported that a randomised field trial showed that increasing glass impact resistance (glass
toughening) reduces injury risk. However, Coomaraswamy and Shepherd (2003) noted that
while these measures are available, there is no data on which type of glass had been used as a
weapon in violent incidents so it is unclear which glass impact resistance measures are effective.

Case Studies:

> “Toughened beer glass by a drinking glass supplier’. The MD of the glass supplier
worked with local police and a newspaper in Manchester on a campaign to promote the
use of toughened glass. The promotion made major in-roads with the new toughened
drinking glasses being popular with bars and in February 2001, the Manchester
newspaper reported that ‘glassing attacks were down to zero’ (University of
Salford/Sheffield Hallam University, 2003).

> Torbay Borough Council introduced more stringent licensing requirements for all
premises so that all drinking glasses were made of toughened glass and bottles were not
issued. Following this new condition, the number of glassing attacks dropped

substantially (The Portman Group, 1998).
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= Emergency procedures if attacked.
= Licensee own drinking habits and control of alcohol.

Under the Licensing Act 2003, there is a statutory requirement that all retail sales of alcohol
must be made or authorised by a personal license holder. To become a personal license holder,
individuals must obtain a relevant accredited qualification by passing an exam covering a
syllabus which includes licensing law and the social responsibilities of the license holder.

Finally, an example from a US hotel chain noted that the hotel supervisors and managers are all
trained in a classroom setting for three hours on issues such as signs and symptoms of violence,
how security can help them, techniques to deal with stress etc. Staff are also reminded of such
training by a quarterly security newsletter on safety issues (Anderson, 2002).

Security Training

A variety of references discussed the need for specific and specialist training for security
personnel (e.g. GMB, no date; HSE, 2002; OSHA, 1998; Unison, 1997, 2003; USDAW, 2003b;
Walsh, 2006). Indeed, training for door supervisors and other security staff is now compulsory
in the UK. The introduction of the Private Security Industry Act 2001 means that many
unregulated sectors now have to be licensed and employers have to ensure that security staff are
trained and competent to work. Such training may include handling aggressive customers, how
to confront suspected thieves, how to respond appropriately to violent incidents and procedures
for reporting incidents.

Case Study:

A case study of security directors in a US hotel chain noted that the hotel security team
were well trained with several hours of classroom instruction and practical scenarios. The
training included the use of controlled force, verbal conflict resolution, body language of
offenders and verbal techniques to coax the offender away. Furthermore, such training was
shown to work when security managed to use physical restraining techniques that prevented
injuries when a guest was refused service at the bar (Anderson, 2002).

The Home Office (2004) also discussed the need for training on physical security equipment.
Inadequate training has meant that some businesses cannot use their security equipment
effectively, undermining the effectiveness of the measure. This problem is most acute with
electronic measures such as alarms and CCTV (e.g. one shop could not reset the time on the
CCTV system so images could not be used as evidence). Such training in security equipment
can create a ‘virtuous circle’ in that training will engender greater ownership and ensure greater
sustainability by businesses.

Case Study:
One example of a premises using CCTV highlighted how staff were unaware of how to use

the system, were not displaying CCTV notices and were failing to change/secure tapes. As
a result, an easy to use checklist was drawn up and a crime prevention officer visited shops
with CCTV to advise them. They also uséd3links with a local enterprise ShopWatch co-
ordinator and set up a training course on CCTV, which half of the local businesses attended.
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This report details a comprehensive literature review
covering the management and prevention of work-
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licensed premises’ available on the HSE website
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violence to staff and customers as significant issues
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to tackle these problems through their CivicWatch
Business project and partnership working with
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Officers, but felt that their work would be further
enhanced by national guidance — the toolkit.
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with WCC and other stakeholders.
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