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Section 13   Workplace Violence 
Methodist Le Bonheur Healthcare is Committed to Your Safety 



Workplace Violence 

Unfortunately, today everyone faces an increased risk of 
violence 

– While violence cannot always be predicted, there are basic 
precautions we can all take to protect ourselves and others 

– Patients, people with patients, strangers, coworkers, bosses, 
and former employees may at any point become violent 

– People may be violent as a result of stress, substance abuse, 
emotional problems, troubled relationships or medical 
conditions.  

– Remember that weapons are not allowed on hospital grounds 



Customer Sensitivity 

• The Platinum Rule -  Treat your patients, 
visitors, Physicians, Coworkers, and other 
customers like you want to be treated.” •  

 
• The diversity in our community will continue to 

grow - make the opportunity to embrace it! 
Failure to do so my increase the risk of violence 
in our environment. 



Customer Expectations 
• Provide  

• A Friendly Welcoming Environment  
• Confidentiality  
• Security  
• Direction  
• Compassion  
• Honesty 
• Respect  
• Timely results  
• Answers to his or her questions  
• Efficient operations and other service features 

• When these expectations are not met customers 
become unhappy. 



Keys for Defusing Unhappy 
Customers 

• Be Culturally Sensitive to all customers 
• Show empathy  
• The ability to feel a situation from another 

person’s point of view.  
• Listen without interruption  
• Remain calm- “I believe we can resolve this.”   
• Don’t get defensive  
• Listen attentively 

 



Keys for Defusing Unhappy 
Customers 

• Ask questions to clarify the problem  
• Encourage venting  
• Find out what the customer wants  
• Take action  
• Act promptly and keep your promise  
• Involve management- “I will let the director know 

of this problem.” 
 



Watch for Signs of Potential Danger 

• When addressing  a customer that is unhappy 
or dissatisfies watch for signs of potential 
danger. 
– Verbal Signs 
– Physical Signs 



Verbal Signs of Potential Danger 

• Using an angry or threatening tone 
• Challenging rules of authority 
• Talking about weapons 
• Making threats or sexual comments 



Physical Signs of Potential Danger 

• Flushed face 
• Tense muscles 
• Clinched fists or jaw 
• Angry looks or staring 
• Nervous pacing 
• Violent gestures such as pounding or throwing 

objects 
• Major change in appearance or habits 
• Emotionally overreacting 
• Loud or rapid speech or breathing 



Steps for Managing Someone Who 
Shows Signs of Losing Control 

• Take the Following Steps: 
– Remain Calm 
– Keep at a Safe Distance 
– Take Time to Listen 
– Offer Support 



Steps for Managing Someone Who 
Shows Signs of Losing Control 

• Remain Calm 
– Maintain self control even though you may have feelings 

of fear or anger. 
– Discretely Call Security and Alert Other Associates 

 

• Keep a Safe Distance 
– Try to stay 5 feet away and do not turn your back 
– on the person 
– Leave room to escape 
– Do not touch a person who is angry, he/she could 

mistake your comfort for aggression and attack you 



Steps for Managing Someone Who 
Shows Signs of Losing Control 

• Take Time To Listen 
– Allow the person to verbalize his or her feelings and 

do not respond in a defensive or angry tone. 
• Offer Support 

– Acknowledge the person’s feelings and ask how you 
can help. Offer the person something to eat or drink. 



Your Response if Violence Strikes 
• Protect yourself - stay calm and leave the area if 

possible 
• Notify Security 
• Help remove patients or visitors who might also 

be at risk 
• Meet the person’s needs 
• Do not try to disarm the person 
• Do not try to restrain the person by yourself 
• If you feel afraid, excuse yourself from the room 

and return with a coworker 



Violence in the Workplace 

• Violence in the workplace can come from many 
areas: 
– Violence between patient and family 
– Violence between visitors 
– Violence between patient/visitors and staff 
– Violence between Associates 
– Violence between Associates and significant 

others 
–  A hostage situation 



Violence in the Workplace 

• If someone in your area is out of control, 
threatening acts of violence, or threatening to 
use a weapon, call Security 

• Security will make a radio announcement of a 
Dr. Strong. Security Officers and Facility 
personnel will report to the area 

• Dr. Strong is not announced overhead unless 
there is someone dangerous traveling through 
the hospital 



Violence in the Workplace 

• Associates may find themselves in a dangerous 
or violent relationship 

• Any Associate who is involved in a domestic 
dispute should report this information to Security 
– By reporting this information, the Security Department     
can implement steps to ensure your safety while on 
campus 



Violence in the Workplace 
Associates may face personal threats of violence in their 
personal lives. Your work status is a constant that is not 
easily changed.  If you are faced with threats of violence 
against you remember to share that information with your 
Director and Security.    

Important things to report include 
• Assault and or abuse 
• Restraining order or Orders of 
• Protection filed against a significant other 
• Threatening phone calls or letters 
• Vandalism to your personal property, especially on campus 

When security is aware of a potential threat against you, 
steps can be taken to increase the safety of you and your 
coworkers.   



Cultural Sensitivity Awareness  

• Being culturally sensitive to your customers 
allow you  to  better relate to the customer when 
you  recognize the impact your on beliefs have 
on others.   

• Cultural Sensitivity means that healthcare 
professionals make an effort to be aware of 
the potential and actual cultural factors that 
affect their interactions with a client.  

• Cultural Sensitivity is an active process of 
learning and practicing over time.  
 



Hispanic Cultural Values 
• Cultural risk factors consist of self 

medication, self   diagnosis, local/folk 
treatments and the need to agree 
with    the family about their own 
diagnosis.                                         

• Women are the primary  caregivers. 
Men typically take on the role of  a 
protector of  their mother or sister.  

• Elderly should not be addressed by 
using his or her first name.  

• Spiritual and religious influences play 
a major role in health, illness, and 
daily life.  

• Work hard to convince them to take 
charge of their own health –    belief 
in fatalism, the inevitable fate of 
death.  
 

• Expect an authoritative manner 
and professional dress from their  
healthcare provider.  

• Non-verbal communication is 
strongly influenced by respect.  

• Direct eye contact is sometimes 
avoided with authority figures, 
such as health care providers, or 
those with perceived class 
differences.  

• Family members may show 
respect for health care providers 
by standing when he or she 
enters the room 



Middle Eastern Cultural Values 
• The Muslim influence requires 

seeking medical help for illness as 
part of their duty to Allah. Looking 
after their health is a Muslim's way 
of showing respect and gratitude for 
the body that has been gifted to 
them.  

• Fridays are the most important 
prayer day of the week.  During the 
month of Ramadan (Sept 1 - Sept 
30), fasting is practiced from dawn 
to sunset.  

• Same gender clinician may be 
requested. Children usually consult 
with their parents in all decision 
making processes regardless of 
living together or not.  
 

• Proscribed from taking medicines 
containing alcohol or pig 
byproducts unless it is the only 
life-saving drug available and 
there is no substitute.  

• Let your patient initiate shaking 
hands or hugs. They will always 
receive with their right hand.  The 
left hand is unclean.   

• Pointing your finger is impolite.  
• Respectfully refrain from touching 

the head of your patient, even if in 
a good natured way.  
 



Middle Eastern Cultural Values 
• Islam directs the patient be 

allowed to die without heroic 
measures - no mechanical life 
support.   

• Asking permission of Muslim 
women before examining any 
covered body part, and allowing 
them to pull clothing aside as 
necessary.  

• Knock before entering the room of 
a female patient.  They observe 
modest dress and require 
announcement of your presence.  
 

• Being understanding of female 
patients, if husbands or relatives 
are present for support.  
 

• Always remember to respectfully 
ask how you can best support 
their needs.   
 



Indian Cultural Values 
• Hindu influence has a foundation 

of beliefs that each individual 
creates his or her own destiny by 
thoughts, words, and deeds. 
Illnesses, accidents, and injuries 
result from the karma one creates 
and are seen as a means of 
purification. Karma is believed to 
accrue over many lifetimes.  

• Illness may be attributed to 
supernatural causes.  

• Fasting is a common practice and 
patients may wish to discuss the 
implications in light of the 
medical/dietary clinical care.  
 

• Vegetarianism is the 
recommended diet. It is important 
to ensure that any medication that 
they are prescribed is free from 
animal products wherever 
possible – especially beef and 
pork products.  

• Males have a responsibility to 
look after females. Males may not 
leave females in the presence of 
an unfamiliar male.  

• Hindu women may want their 
husband’s advice on any medical 
decisions. 
 



Indian Cultural Values 
• Emphasis of the right hand to 

be used for clean tasks like 
eating, should be considered 
when delivering care.  

• Yoga/meditation is important 
for healing. Prayer for 
recovery from illness is 
generally unacceptable.  
 

• Elders have a strong influence 
on decisions, so determine 
who will make the treatment 
decisions when discussing the 
future.  

• In an American healthcare 
facility, a Hindu woman would 
most likely not request special 
care. She would want her 
husband’s advice on any 
medical decisions.  
 



Judaism Cultural Values 
• For Orthodox patients, all 

medications must be Kosher, 
which means they cannot contain 
pig products.  

•  Some patients may strictly 
observe not to “work” on the 
Sabbath(Friday sundown to 
Saturday sundown).  Work 
includes using certain tools or 
tasks - flipping a light switch or 
preparing medications.  

• Holidays such as Hanukkah (Dec 
21 - 28) or Passover    (April 20 - 
26) in the spring may affect 
scheduling clinical visits.  

• Anything that can be done to 
ease the suffering of the 
patient is highly 
recommended.  
 

• Jewish approaches to health, 
medical practice, and ethics 
places the life of the person 
above all else.  

• Clinicians are seen as 
instruments of God who is the 
ultimate giver and taker of life. 
This creates a partnering 
relationship between the patient, 
family, clinician, and God.  

• Family members often wish to 
consult with a rabbi about the 
specific circumstances and 
decisions regarding end-of-life 
care. 
 
 



Cultural Sensitivity Expectations 
• Belonging to a certain cultural group does not 

automatically mean they follow all the practices.   
• It isn't possible, or even reasonable, to expect every 

health care provider to be fluent in multiple cultural 
traditions.  

• It is appropriate to ask a simple and respectful question 
that will help the patient or family explain how you can 
incorporate cultural perspectives into their treatment:  

• “Is there anything you want me to know about your 
beliefs or customs while I'm taking care of you?”  

• www.babelfish.altavista.com is a translation website  
https://www.ethnicityonline.net/ethnic_groups.htm  
 

http://www.babelfish.altavista.com/
https://www.ethnicityonline.neet/ethnic_groups.htm
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