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Violence & Aggression 

Guidance Note

Policy statement

Physical or verbal abuse of St John Ambulance employees or volunteers is unacceptable. Any such incidents will always be treated seriously up to and including legal action against anyone committing such actions.

Conflict management for trainers
By creating a positive classroom atmosphere you will help to prevent any conflicts that may arise when teaching. Sometimes, however, prevention is not enough. Some strategies are detailed below which may help you to tackle these issues.

Credibility
You need to build your credibility form your first contact with the class. This can be done by your positive attitude, by giving details of your background and experience in the subject etc. You also need to show that you are focussed and prepared for the session to be taught 

At all time you should be fair and unbiased in your dealings with the students.

Set expectations
Give a clear expectation from the start as to what is to be expected from the students in terms of behaviour etc. Set the goals clearly so there can be no misunderstanding. Tell the students what they will achieve at the end of the session.

Develop rapport
Students will work better when they believe that the trainer cares about them

 Make an effort to learn their names

Be early and remain a while longer after the session so as to be available to answer questions

Omniscience (knowing everything!) is not an image that is helpful in a trainer and can lead to conflict. Be prepared to listen to students and recognise they too have knowledge.

Teaching style

As we already know from St John trainer training syllabus, a good presentational style and enthusiasm in front of the class are assets, which will keep student attention, and therefore prevents distractions.

The use of interactive teaching techniques is also an asset. 

Dealing with classroom conflict
Move around the room – this keeps the attention on you. (I know that current teaching protocols suggest you should sit down!)

Do not assume that when students are talking amongst themselves that they are talking about other things than the lesson – ask relevant questions.

A pause by the trainer in a lesson will draw attention to distracting behaviour and hopefully make the students involved stop. It may also exert peer pressure on the disruptive element.

Many students will pay more attention if they are in direct eye contact with the trainer. It shows that the trainer is paying attention to them.

If necessary, make a general verbal statement to the class about any disruptive behaviour

Remind the class of the ground rules set at the beginning of the session: emphasise that you are aware of the disruption and ensure that you are pointing it out without a conflict.

If there is no other recourse, you are within your rights to ask the disruptive student(s) to leave.

Cite the lack of respect for others as the reason for their dismissal. So ensuring that the other students can see that you are on their side.

You need to decide whether to address the issues leading to the dismissal in public or in private. Both are acceptable, it is a matter of choice for the trainer. Whatever course of action is taken, it must be measured with what effect is required against the actions taken.

Student behaviour
Some students will go as far as they can to challenge your authority.

Some thoughts on what you can do:

Remain calm and avoid taking it personally. Try to recognise the value of the student’s opinion. Keep your voice clear, calm but not defensive.

Be flexible; if possible leave time for discussion of any issues raised. If there is no time to discuss the issues, arrange for a convenient time as soon as possible. Establish with the students that this is “lesson time” and agree to discuss issues in private. If appropriate, suggest that the class discuss the issue. Above all avoid sarcasm.

At All times maintain your professionalism. Focus on the issues, not the person and rephrase the complaint

Make a note of the events, which have occurred, and if necessary get assistance. Do not argue; keep your voice on an even keel

Some “Do Not’s” 

Conquests

This is not a win / lose situation. Trying to win the argument will not solve any conflict. It may be seen as intimidation and cause a challenge, possible from the whole class.

Avoidance

Ignoring problems will not make them go away. Further, a lax attitude may encourage the students to be more disruptive. Strive to maintain the middle ground and deal with conflicts as they arise

Bargaining

This involves an exchange of terms between the trainer and the disrupter. This will not resolve the conflict. It may for instance be the offer of a better result or some other reward for better behaviour. This type of situation can only damage the trainer’s credibility and will only result in an expectation of bigger deals later

Quick fix 

A “band Aid” solution does not solve a conflict. For example, offering a pass to get rid of the problem.  This again will lead to a reduction in your credibility.

 Assertiveness

Always remember, you have the right to take action or impose sanctions if someone steps over the line in their behaviour. If you do not take any action you will be perceived as a weak and easy target.

Aggressive people will hunt out the weaker person, the ones they can control. Firmness is needed by the trainer to show that they are not intimidated.

Remember that the aggressor’s comments are made with the intention of you taking the bait. If you do – you lose. You have then given up control of the situation; worse, you have given it up in front of the whole class!

Finally

To summarise:

· Remain calm at all times

· Do not provoke a reaction

· Be fair and firm

· Respect their opinions

· Offer no aggression

· Never threaten anyone

· No sarcasm or frivolity

· Record all incidents

· Use the other students

· Get help

· Leave the room only as a last resort when all else has failed

· Above all – maintain your self respect

Violence and Aggression Whilst on duty

The potential for aggression towards volunteer members whilst on duty should be considered as part of the pre-event risk assessment. Attendance at similar events may give a pointer to the likelihood of this issue being realised.

Where there is a significant likelihood you should consider appropriate control measures to protect the on duty members. These controls may include

· Restricting, or precluding the attendance of Cadets.

· Restricting the movements of members at the event, perhaps to static first aid points 

· Agreeing suitable security measures with the organisers

· Refusing to attend the event

You may also wish to consider providing conflict management training to selected volunteers.
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