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Actions Considered to be Anti-Social Behaviour:
 Physically hurting someone (punching, slapping, kicking, tripping up, pushing, spitting).
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or classes.
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Abusive language and swearing
Racist, ageist or sexist comments
Breaking the school’s security procedures
Written or verbal accusatory comments
Damage to personal property
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Abusive language and swearing
Racist, ageist or sexist comments
Breaking the school’s security procedures
Written or verbal accusatory comments
Damage to personal property

Diffusing a situation:
The following strategies may help staff to calm a situation and should be used whenever possible;
 Stand back and listen. Give the situation your full attention
Diffusing a situation:
 Speak in a quiet, slow and friendly voice
The following strategies may help staff to calm a situation and sh
 Frequently summarise what is being said and do not judge any person involved in the situation until
 Stand back and listen. Give the situation your full attentio
everything is fully explained.
 Speak in a quiet, slow and friendly voice
 Be aware of your body language e.g. do you smile where appropriate, look suitably engaged and
 Frequently summarise what is being said and do not judge
open to hear the complaint?
everything is fully explained.
 Empathise where you can but be careful not to give them the means to use you in further
 Be aware of your body language e.g. do you smile wher
conversations e.g. ‘Miss X said…’
open to hear the complaint?
 Try to give them some indication of what is going to happen next
 Empathise where you can but be careful not to give
conversations e.g. ‘Miss X said…’
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will then discuss what further action is needed to resolve
member of staff as soon as possible after the event has happened.
 If a member of staff or a student has experienced aggre
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If the member of staff feels that they are going to be subject to a difficult phone call or meeting
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with a student’s agent/parents they should inform their line manager and have them present at the
time. It is important that staff do not expose themselves to unnecessary risk e.g. meeting taking
 If the member of staff feels that they are going to be su
place without a line manager having awareness of the situation.
with a student’s agent/parents they should inform their li
Where an incident or conversation has had to be referred to the Centre Manager, MELHC Manager
time. It is important that staff do not expose themselve
and Director of Holiday Courses, the member of staff must make written notes of the event.
place without a line manager having awareness of the situ
It will be the role of the Centre Manager, MELHC Manager and Director of Holiday Courses to assess
 Where an incident or conversation has had to be referred
the situation and decide upon the action to be taken.
and Director of Holiday Courses, the member of staff mus
 It will be the role of the Centre Manager, MELHC Manager
the situation and decide upon the action to be taken.
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