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Definition 
“Workplace violence is an act or threat occurring at the workplace 
that can include any of the following: verbal, nonverbal, written or 
physical aggression; threatening, intimidating, harassing, or 
humiliating words or actions; bullying; sabotage; sexual 
harassment; physical assaults; or other behaviors of concern 
involving staff, licensed practitioners, patients, or visitors.”

- The Joint Commission



Violence Against Caregivers
More likely to be subjected to workplace violence than any other 
industry

Healthcare leads in non-fatal workplace violence injuries: 5x 
greater than all other industries 

Bedside Nurses are at greatest risk 



Framework 



Foundations
Leadership
Engaged Multidisciplinary Team 
Reporting Culture 
Worksite Analysis 
Education and Training 
Prevention Strategies 
Response, Intervention and Recovery Capabilities 
Threat Assessment and Threat Management  
Program Evaluation and Performance Improvement 



TJC 2022 Elements of Performance 



TJC Revised EPs



Multidisciplinary Team 
Public Safety / Security
Risk Management 
Human Resources 
Occupational Health 
Legal Services 
Quality, Safety and Patient Relations 
Clinical (Nurses, Providers, Social Work, Specialty Services)
External Agencies (Law Enforcement, Public Health, Social Services)
Support Services (Facilities, Organizational Learning, Front End, etc.)

Combination of Leaders and Front Line Staff 



Mindset



7 Lessons from 23 + years… 
Lashing out at healthcare workers seems to be a coping mechanism for people 
who are in pain, stressed out, frustrated, humiliated and/or afraid.
Deep breaths help before going to start any encounter. Walking away helps. 
Letting someone else take over helps. 
Giving second and third chances is effective. Accepting apologies and starting 
over is just the right thing to do.
Detaching and not judging these patients and visitors is hard work! But I step 
out of bounds as a professional when I choose to react emotionally instead of 
responding thoughtfully.
Kindness works wonders... 
Taking it personally happens even to the best of us. Forgive yourself and 
commit to doing better next time.
These people would do better if they could do better…….



Healthcare expectations in 2023



Agitation and Aggression 



Violence: It is NOT part of the job! 
What is the Solution?  



Intervention Misconception # 1 
“Believing that others will react as we would is the 

single most dangerous myth of intervention.”  
Gavin de Becker
The Gift of Fear 



Is Disrespect Part of the Job? 



What is really causing all 
of this bad behavior?



Precipitating Factors 
• Substance Use Disorder 
• Chronic Alcohol Use 
• Psychological 
• Poverty 
• Housing 
• Loss of Power / Fear 
• Job Loss
• Loss of Loved One
• Relationship Issues 



Recommended Research: ACE Study 



Comparison (borrowed from Ruth Potee, MD) 



Reflection



Skills 



Detachment
Before work

During high stress

After the worst day 



Empathic Listening 

No judgment
Provide your undivided attention
Listen carefully (focus on feelings 
and facts)
Allow silence for reflection 
Restate and paraphrase 



Words Matter…



Effective Communication 

Calm Confidence
Lean in… Be supportive 
Assertive response, only as needed
No egos! 
Substitute out! 
Pre-plan with colleagues
Master the art of setting limits 
Accept apologies / start over 



Responding to Disruptive Behavior 

Don’t pick up the rope!

Allow for venting 

Remove the person 

Remove the audience

Move yourself to safety  



Riley’s Keys to Setting Limits 
1. Positive choice always first!
2. Keep it simple and clear
3. Must be reasonable 
4. Has to be enforceable 
5. Transition to consequence: 

“but if you choose not to -” 
6. Allow time and space for reflection 



Personal Protection Plan 
Awareness
Positioning
Stance and Spacing
Sitting / Standing / Barriers 
Activate a response!
Disengage!
Active Defensive Skills 



Own Your Response…



Conclusion 
1. Treat all people with dignity, courtesy and respect –

regardless of how they treat you  
2. It is our responsibility to be the solution! 
3. Choose your mindset / Don’t apply a reasonable person 

standard 
4. Don’t judge / Aim for tension reduction  
5. Be mindful of spacing and stance / Be agile and adapt 
6. Disengage and activate a response 

Feedback? 



Thank you! 

Brendan.Riley@lahey.org / 781-744-8113
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