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First things first…..defining the problem 

What do we mean by the terms ‘Workplace Conflict’ and ‘Workplace Violence’?

Who is at risk?

What is the nature of the risks in leisure, entertainment and hospitality?



Defining the problem and who is at risk?

Who is at risk:

§ Risks to employees

§ Risks to customers/guests

§ Risks to our organisations

& our reputation as a safe place to 
enjoy with family and friends



Nature of the risks in our industry

Conflicts our customer/guest facing 

colleagues can experience include:

§ Angry customers

§ Abusive & aggressive individuals and groups 

§ Rule breaking & disruptive behavior

§ Disputes between customers
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Examples of conflict flashpoints and risk scenarios

o Frustration over service or waiting

o Safety restrictions e.g. height 

requirements on rides

o Inconsiderate & disruptive guests

o Arguments between guests

o Rule breaking such as bringing own 

food, smoking etc.

o Hot spots e.g. certain attractions, 

queues, bars/restaurants, reception



Human behavior can be unpredictable 

Complex risks require a multi-element approach

I.e. combining Proactive and Reactive Strategies
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Violence Reduction Strategy = Multi-element approach

8

Baseline

Safer Place
Training

Security & TechnologyPolicy & Guidance

Safe Working Practices

Effective Supervision

Clear Role Expectations 

Environmental DesignRisk Assessment & Data

Quality Service Delivery

Incident Management
Training



Identifying Training Needs

§ What do all customer facing 

employees need to know?

§ What else do managers need?

§ What do 'hot-spots' need?

§ How best to deliver learning?
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Training Content: Examples of areas covered in training
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Training Content: Focus on common flashpoints and scenarios
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Training Content: Focus on prevention of conflict
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Training Content: How to assess situations and risks
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Training Content: Skills for calming emotionally charged situations
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Training Content: Skills for addressing behaviors of concern
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Training Content: How to approach a situation
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Training Content: Safety in ‘heightened risk’ situations

How to recognise the signs 
of a situation escalating 

……and knowing when and
how to leave and get
assistance
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Training Content: Post incident management
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Step Change is in Training Delivery = A blended approach
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Effective Training: 5 key ingredients......

1. Rigorous: Take a risks & needs based approach

2. Responsive: Adopt a flexible strategy and 'hot-spot' response

3. Scenario Based: Relevant real-world scenarios as vehicles for learning

4. Respectful: Focuses on behaviors of concern – not 'judging'

5. Supported: Promotes transfer to the workplace
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