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This template is provided for guidance only. The content must be reviewed and edited to accurately reflect the layout, operation, staffing structure, risks and procedures within your venue.

Generic or unedited policies may not reflect actual practice and may not demonstrate compliance with legal or licensing expectations.


	Conflict Management Policy

Date Created:
Date of last review: NB Policies should be reviewed annually.

EXPECTED STANDARDS
There are 4 licensing objectives of equal importance:
· The prevention of crime and disorder
· Public safety
· The prevention of public nuisance
· The protection of children from harm

Positive customer service, effective communication and early intervention are recognised as key measures in preventing conflict.

Conflict management is the process of reducing the instances of threatening behaviour, aggression, harassment and violence through effective workplace systems, venue design and staff training. It enables employees to act proactively while maintaining their own safety at all times.

We [insert name of premises] recognise our responsibilities under the Health and Safety at Work Act 1974, including the duty to protect employees from work related violence. 

Work-related violence is defined by the HSE as: ‘Any incident in which a person is abused, threatened or assaulted in circumstances relating to their work’. This includes:
· Physical violence such as kicking, spitting, hitting or pushing, as well as more extreme violence with weapons.
· Verbal abuse including shouting, swearing, insults, or discriminatory language.
· Threats and intimidation

[bookmark: _u9w8446gzqfv]COMMON TRIGGERS FOR CONFLICT
The main causes of violence in licensed premises may include:
· [bookmark: _aaj5usyof5s8]Disagreements between customers 
· Intoxication or drug-related behaviour 
· Refusal of service or requests to leave the premises 
· Delays or dissatisfaction with service 
· Overcrowding or discomfort 
· Misunderstandings or poor communication

CONFLICT PREVENTION AND DE-ESCALATION MEASURES
[edit to suit your premises]
· [bookmark: _gvorlbwmda3p]Recognising early warning signs such as raised voices, agitation, intimidating behaviour or changes in body language. 
· Provide a high standard of service with efficiency and politeness 
· Getting to know the customers and their needs
· Maintaining good situational awareness and proactive supervision.
· Staff being visible and easily identifiable
· De-personalising refusals by referring to legal responsibilities or venue policy
· Display signage reminding customers that the venue will not permit or tolerate physical or verbal abuse against employees
· Where used, body-worn cameras will be deployed in line with venue procedures and staff training
· Use calm, professional communication and avoid confrontation

WHEN TO STEP IN AND ESCALATION
· Staff should remain calm, professional and non-confrontational at all times
· Think carefully before you speak or react 
· Seek assistance early from colleagues, supervisors, management or security staff.
· Maintain a safe distance and position where possible
· Where escalation occurs, police will be contacted where behaviour is violent, threatening, criminal or presents risk to safety
· Where customers demonstrate abusive or violent behaviour, the [manager, supervisor, door staff] will contact the police.
· Evidence such as CCTV, body-worn camera footage and witness statements will be preserved 
INCIDENT LOGBOOK
All incidents involving conflict, aggression, threats or violence should be recorded in the venue incident log [insert location] as soon as practicable.
Must include:
· Date and time 
· Individuals involved (Description if unknown)
· Summary of incident
· Action taken
· Witness details
· Any supporting evidence (CCTV, body-worn camera footage, statements)
· Where appropriate, relevant information regarding violent, abusive, criminal or high-risk behaviour may be shared with Pubwatch , local radio schemes, and recognised information-sharing platforms (e.g. DISC, SentrySIS, Schemelink or similar) to support crime prevention, public safety and staff/customer welfare.

By signing below, staff confirm that they have read and understood the Conflict Management Policy and agree to act in accordance with its contents.

Name: 

Role:

Signature:

Date:
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