
Challenging Behaviour, Violence 
and Aggression Worker Support

Fact Sheet

Workplace challenging behaviour, violence and aggression (CBVA) is defined as 
actions and incidents that may, or have potential to, physically or psychologically 
harm another person, or self or property.

The following examples and definitions capture the complexity of CBVA, the settings and the situations 
which may present to workers during a normal working day.

 > Challenging behaviour is broadly defined as:

 > behaviours and/or actions that can be deliberate/intentional or unintentional, and can take 
different forms, any of which can; 

 > potentially or actually stop, interrupt or limit the ability for health service or care to be 
provided in a way that is safe for both consumer and workers.

 > result in a person or people feeling unsafe or threatened or feeling that intervention, 
or retreat/withdrawal, is warranted to avoid, or limit, physical or psychological harm to 
someone, or property.

 > CBVA also includes incidents that have a premeditated (knowing intent) by persons with decision making 
capacity and have an escalated outcome.

 > Challenging behaviour in the workplace setting also includes workplace bullying which is defined as 
repeated and unreasonable behaviour directed towards a worker or group of workers that creates a risk 
to health and safety.

 > CBVA incidents may be service-related that is arising when providing a service to consumers. It can 
be intentional, deliberate or unintentional when associated with medical conditions such as delirium, 
dementia, and psychosis.

 > CBVA incidents may be external that is when the person exhibiting CBVA is from outside the work and care 
environment, but affects workers or property, and is associated with crime ie robbery, assault, threats to harm.

Organisational Culture

Organisational culture sets the founding principles 
for the provision of quality, safe, effective, 
equitable and accessible care and environment for 
its workers and consumers throughout SA Health.

The values and behaviours of honesty, integrity, 
trust, courage, respect and safe work ethics 
between workers and teams are foundations 
to a safe and efficient work environment in the 
provision of a safe and sustainable service.

These founding principles of behaviour extend 
to all workers, consumers and other person 
relationships during health care or support services.

Incidents of Challenging 
Behaviour, Violence and 
Aggression

Workers exposed to incident of CBVA may require 
further support and assistance.

This support and assistance will vary from worker 
to worker and incident to incident, as workers will 
respond or be affected differently regardless of 
skill, knowledge, experience or training.

After an incident – post intervention procedures 
must be followed. These include the steps of:

 > Recovery - reflect, review actions, personal 
response, voicing concerns, suggestions to 
improve

 > Reporting - Safety Learning System(SLS) or IRQA 
(SAAS)

 > Debriefing - assists recovery and future planning, 
provides information for workers to access 
support systems.

 > Review, monitor, improve-identification of gaps 
and learnings for future use and planning



Worker Support 
Workers are able to seek support internally  
from their:

 > Manager

 > Organisational Development Consultants

 > Organisational Psychologist

 > Peer Support Person

 > Workforce Professionals

 > Workforce Health Professionals including Injury 
Management and Claims Rehabilitation

 > Colleagues

and externally from:

 > Employee Assistance Programs

 > Cognition

 > Converge International

 > Edward Street Psychology

 > Optum Services

 > Access Programs Services 

 > SA Police

 > Legal Advise – Free 

Further resources 

Reference may also be made to:

 > The Preventing and Responding to Challenging 
Behaviour Policy Directive 

 > Preventing and Responding , to Challenging 
Behaviour, Violence and Aggression Policy 
Guideline (WHS)

 > Challenging Behaviour Toolkit

Workers Support pursuing  
legal action
Incidents of CBVA may fall under specific state or 
federal laws. Incidents with physical assault, theft, 
sexual assault and threats to harm are referred to 
SA Police to ensure consistency in the health unit 
meeting its obligations under criminal law.

These incidents of CBVA must be reported to the 
health service Chief Executive Officer who will 
determine if the incident should be reported to  
the police.

Whether CBVA incidents may be a criminal offence 
or not will be dependent on the circumstances and 
the alleged person’s decision-making capacity, for 
it to amount to an offence.

Workers wishing to pursue legal action for 
damage to property or personal compensation 
require support and advice from their health units 
managers and advice from SA Police.

Managers may be able to assist and support 
workers who have been exposed to incidents  
of CBVA by:

 > Debriefing post incidents

 > Formal liaison with SA Police and assisting 
workers involved in  investigations, and 
document completion

 > Supporting workers while they are pursuing 
matters legally.

Management support may include:

 > more flexibility in working arrangements, to 
attend counselling, appointments etc. 

 > communication strategies such as listening and 
enabling workers to voice concerns

 > offering access to Employee Assistance Programs, 
counselling and/or Peer support persons.
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