
 

 
Introduction: 
The Niagara North Family Health Team (NNFHT) and the GC FHN & NOTL FHN’s  
are committed to promoting positive workplace behaviour and relations and will take all 
reasonable steps possible to protect its employees from physical and psychological harm. 
The NN FHT and its associated FHNs recognize the potential risk for negative relations 
and behaviours in the workplace and its harmful effects. These include but are not limited 
to harassment, bullying, discrimination, and mental injury. The NN FHT considers 
employee health and safety a priority, supports a physically and psychologically healthy 
workplace environment and follows legislation governing workplace violence in Ontario. 
This policy will align with and complement other related policies of the NN FHT.  
 
Purpose:  
This policy serves to provide overall guidance to prevent inappropriate workplace 
relations, violence and behaviors at the NN FHT (and its associated FHNs), and outline 
measures and procedures to address incidents in the event they occur. This policy applies 
to all workers, physicians, visitors/patients and affiliates of the NN FHT. Learners 
completing placements at the NN FHT will follow the policies and procedures set out by 
their discipline’s governing body or alternatively by their affiliated academic institution. 
Harassment is covered under the Harassment Prevention Policy and Program.  
 
Definitions 
Worker: an individual employed by the NN FHT or its associated FHNs (GC FHN or 
NOTL FHN), or under the day-to day control of the NN FHT, whether paid or unpaid, 
which includes employees, physicians, learners, volunteers, members of the Board of 
Directors and individuals who have a contractual agreement with or are actively engaged 
in undertaking activities for the benefit of the NN FHT. 
 
Workplace: all sites within the NN FHT, any location where the business of the NN 
FHT is being carried out, including any site and/or situation where business and/or social 
events related to the NN FHT are being conducted where a behaviour may negatively 
affect the work relationship, environment, or performance. 
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Complainant: a person who initiates a complaint  
 
Respondent: the person about whom a complaint is made 
 
Critical Event: an event or a series of events that has a stressful impact sufficient enough 
to overwhelm the usually effective coping skills of either a worker or a group  
 
Psychologically Health and Safe Workplace:  a workplace that promotes workers’ 
psychological well-being and actively works to prevent harm to an individual’s 
psychological health including in negligent, reckless or intentional ways. 
 
Workplace Violence: using the Occupational Health and Safety Act, Psychological 
Health and Safety Standard and Accreditation Canada Standards as guidelines, is defined 
as: 
a)  The exercise of physical force by a person against a worker, in a workplace, that 

causes or could cause physical or psychological harm  
b) A statement or behaviour that a worker could reasonably interpret as a threat to 

exercise physical force or psychological harm against a worker, in a workplace, that 
could cause harm 

c) Incidents in which a worker is threatened, abused, or assaulted in circumstances 
related to their work, including all forms of bullying, intimidation, physical threats or 
assaults, robbery or other intrusive behavior (Harassment is covered under 
Harassment Prevention Policy) 

d) Any offense under Canada’s Criminal Code 
 
Types of Workplace Violence 
 
Type 1 (Criminal Intent): the person has no relationship to the workplace, i.e. theft, 
hostage taking, kidnapping, physical assault.  
Type 2 (Patient or Customer): the person is a patient, visitor or family member at the 
workplace who becomes violent or aggressive towards a worker or other person. 
Violence is willful intent to cause harm while aggression is a responsive behaviour. With 
aggression, there is no intent to cause harm; there may be an underlying condition with an 
inability to communicate a need; a response to a stimulus.   
Type 3 (Worker to Worker): the person is a current or past worker (includes affiliate, 
volunteer, physician, learner, affiliate, etc.). of NNFHT. 
Type 4 (Personal Relationship): the person has a personal relationship with a worker or 
patient, i.e., domestic violence 
 
Bullying: a form of interpersonal aggression that is characterized by repeated and 
persistent negative acts towards one or more individual(s) and creates a harmful work 
environment 
 
Abuse of Authority is a form of harassment and occurs when a person uses authority 
unreasonably to interfere with an employee or the performance of the employee’s job. It 
includes humiliation, intimidation, threats and coercion. It does not include normal 
managerial activities such as counseling, performance appraisals and discipline, as long 
as these are done in a way that is not discriminatory.  



 
Discrimination: as defined by the Human Rights Code, any practice or behaviour, 
whether intentional or not, which has a negative effect on an individual or group because 
of race, ancestry, place of origin, colour, ethnic origin, citizenship, creed (religion), sex 
(including pregnancy), sexual orientation, disability (handicap), age, marital status 
(including same sex partners), family status 
 
Debriefing: the immediate, short-term assistance to employees who experience an event 
that produces or has the potential to produce physical or psychological distress or harm 
 
Policy:  
It is expected that the NN FHT Workplace Violence and Behaviour policy applies to 
everyone at all levels and that interactions involving but not limited to workers, affiliates, 
patients, visitors, family members are to be guided by the following: 
 
1. Appropriate Behaviour:  

a) Conduct that reflects compassion, professionalism, and respect 
b) Treating others with dignity, understanding and acceptance 
c) Maintaining the confidentiality of sensitive information not only of the patients we 

serve, but of each other and our families 
d) Being respectful towards our own health and behaviour 
e) Promoting individual responsibility and excellence 
f) Participating in creating and sustaining a positive environment and workplace 

culture 
g) Giving and receiving feedback in a positive, respectful and constructive way 

 
2. Inappropriate Behaviour: includes but is not limited to: 

a) Acts, attempts, or threats of any type of violence 
b) Bullying (physical or psychological) 
c) Collective harassment or mobbing (by a group or program) 
d) Intimidating comments, remarks or conduct, whether intentional or unintentional 
e) Derogatory written or verbal communication, gestures, pictures or posters (EI. 

name calling, use of profanity, slurs, graffiti, jokes, remarks, taunting) 
f) Creating or perpetuating barriers   
g) Harassment (see Harassment Prevention Policy and Program) 

 
Any worker/affiliate may, and is responsible to, bring forward allegations of any 
violation of this policy. Those parties involved in a related incident/event, including the 
complainant, respondent, witnesses and investigators are expected to restrict their 
communication to allow the investigation process to occur, and relevant information will 
only be shared if necessary, to protect the health and safety of others involved.  
 
There shall be no reprisals against a person making a complaint in good faith. However, 
knowingly making a false complaintis in itself a violation of this policy and is subject to 
discipline. All complaints will be investigated, in a fair and timely manner, with the goal 
to understand the perspective of all involved in an effort to resolve the complaint.  
 
 



 
Procedure (includes responsibilities) 
 
Responsibilities of NNFHT 
 

 The NN FHT and its associated FHNs will endeavor to prevent and ensure, as 
much as reasonably practical, that no workers are subject to violence in the workplace, 
and take corrective action when a worker has been subjected to workplace violence. The 
NNFHT will not disclose the name of the complainant or the circumstances except where 
the disclosure is necessary to investigate the complaint, required by law or to take 
corrective action. 
 
Employee Reporting and Response Procedure 
 
  Workers and affiliates of NNFHT are responsible to immediately report all types 
of workplace violence to the Executive Director (FHT staff) or to the Operations 
Manager/Administrative Lead (FHN staff) and in a case involving a patient, the 
physician(s) involved. Learners must follow their respective organizational procedures.  
 
 
Option 1: Self-Directed Resolution: 

a) Any person who witnesses or experiences behaviour that violates this policy is 
encouraged to inform the involved individual(s) that the behaviour is unacceptable 
and ask them to stop. 

b) Any person who believes they are being treated contrary to this policy is 
encouraged to keep a written record of the violation, including date(s), time(s), 
factual and objective description of the inappropriate behaviour(s), actions taken 
and names of witnesses or those who intervened, if any. 

 
Option 2: Resolution: 
If the inappropriate behaviour continues, or if the person who witnesses or experiences 
the behaviour is not willing or able to speak directly to the individual(s) engaged in the 
inappropriate behaviour, the complainant has the option to seek advice from the 
Executive Director (FHT) or Operation Manager/Administrative Lead (FHN). The 
complaint should be reported as soon as possible (within 2 weeks of the occurrence). 
 
The Executive Director (FHT) or Operations Manager/Administrative Lead (FHN) is 
responsible to: 

a) Assess any safety and risk factors related to the complaint and alert authorities, if 
warranted 

b) Contact the complainant as soon as possible or practical, and obtain the 
complainant’s permission to discuss the matter with those having relevant 
information 

c) Offer the complainant supportive counseling  
d) Obtain enough information to determine if further investigation is required and seek 

advice (employment insurance. legal, criminal) 



e) If further investigation is required, determine if an internal or external investigation 
is required, and proceed in a timely fashion. Once the investigation is completed, 
review the facts and options for resolution 

f) If appropriate, attempt a meeting to resolve the complaint, depending on the nature 
of the behaviour reported. This would involve the complainant(s) and respondent(s) 
and may include other individuals (ie. mediator) to assist with resolving the matter. 

g) document discussions, findings, and actions taken  
 
Option 3:  Violence  
 
In the event of an episode of violence in the workplace, the priority is to maintain the 
safety of staff by following these steps: 
 

a) Immediately advise the patient/person in a non-confrontational manner of the 
inappropriate or threatening behaviourand ask them to stop the behaviour.  

b) If the patient/person is cognitively impaired, involve their family/caregiver & closest 
NNFHT health care team member.  

c) Disengage from dialogue if the behaviour escalates 
d) Remove yourself from any dangerous or threatening situation 
e) Activate your panic button, EMR panic alarm or call 911 if necessary 
f) Notify the Executive Director (FHT) and Lead Administrator (FHN)/Operations 

Manager, immediately  
g) Determine if the patient/person can safely be discharged/removed or go to an alternate 

setting  
h)  Once the situation has diffused, complete the Incident Report Form, and work with the 

Executive Director, Lead Administrator (FHN) and if warranted, the physician(s) 
involved to investigate and ensure safety measures are put in place to resolve the 
situation.  
 
NNFHT Violence Response Procedure 
 

Upon becoming aware and/or receiving report of an incident of violence, the 
Executive Director (FHT) or Administrative Lead (FHN)/Operations Manager shall 
promptly: 
2. Initiate and conduct an investigation, and if warranted involve the appropriate agency 

ie. Niagara Regional Police Services 
3. Communicate the outcome of the investigation to the worker(s) involved, and if 

appropriate, to others who may be affected 
4. Take reasonable and necessary preventative steps to protect against future re-

occurrence.   
 
In the event that the investigation concludes that a worker has engaged in, or contributed 
to any act of workplace violence, NNFHT shall: 

h)  Where appropriate take measures to coach, counsel and correct the appropriate 
behaviour 
i) Where appropriate, take disciplinary measures consistent with other policies and 
legislative requirements 



j) If the worker involved is a member of a regulatory body, report the incident to the 
respective college or legislative body. 

  
 
 
 
Complaint Resolution 
 
If, after an investigation, it is determined that an allegation of inappropriate behaviour is 
valid, appropriate action will be taken which may include one or more of the following: 
1. A written or verbal apology (to the complainant) 
2. Counseling 
3. A written or verbal warning (to the respondent) 
4. Suspension 
5. Notification of the applicable regulatory college, and 
6. Termination of the respondent 
 
In determining the appropriate action, consideration will be given to the degree of harm, 
duration and frequency of the inappropriate behaviour, degree to which the event 
undermined personal dignity, work relationships and environment, existence of previous 
offenses, awareness and acceptance of responsibility for the inappropriate behaviour by 
the respondent and the availability of an effective measure to prevent reoccurrence of the 
behaviour.  

In instances where the Administrative Lead (where a complaint has been made to NN 
FHN) or the Executive Director (where a complaint has been made to NN FHT) is the 
subject of a complaint, the Lead Physician will liaise with the Board of Directors to 
contact an appropriately qualified individual to conduct the investigation. In the event the 
complaint has been made against a physician, the FHN Lead Physician will contact an 
human resources specialist appropriately qualified individual to conduct the investigation. 

Follow-up and Support 
The Executive Director (FHT) or Operation Manager/Administrative Lead (FHN) will 
follow up within a reasonable timeframe, as agreed with the complainant, to ensure the 
inappropriate behaviour has stopped, verify that there have been no incidents of reprisal, 
keep the lines of communication open with the individuals involved, and verify the 
inappropriate behaviour has not been redirected to others.  
 
Confidentiality 
The Niagara North Family Health Team will ensure that the identity of complainants and 
witnesses and the information provided within the complaints process is handled with 
appropriate care and discretion and kept confidential, except where disclosure is 
necessary for the purposes of investigating the complaint or taking disciplinary action.  
 
All individuals involved in an investigation, including the complainant, respondent and 
witnesses, are required to keep all information strictly confidential.  
 


