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Guiding principles of our workforce policies
We are committed to improving staff experience and wellbeing, making sure our staff feel
valued, supported and cared for. As part of this we want to do everything possible to
ensure our policies are progressive, easy to understand and are used and applied in a fair
and meaningful way. We also want to ensure our policies support staff even in difficult or
challenging circumstances, facilitating decisions being made with transparency and
impartiality.
1.0 Introduction
Our staff deliver outstanding care with skill and compassion. However, it can be highly
stressful and highly demanding work. The Trust values its staff and places great
importance on doing everything possible to ensure staff wellbeing is maintained whilst
staff work in our services.
The Trust is responsible for the health safety and welfare of its staff at work and
recognises staff well-being is central to the delivery of effective patient care.
1.1 Purpose of Policy
Staff working in mental health services are inevitably exposed to distressing events or
put in challenging situations from time to time. How you react to situations may vary
significantly. Current levels of stress, previous traumatic experiences, levels of support
available at home and work, can all have an impact.
The intention of this policy is to provide you with an understanding of how the Trust
supports you in certain situations, such as: violence from service users, bullying and
harassment, receiving threats or vexatious complaints; what support is available, and if
you do experience an event or incident in the workplace what you can do to manage
your wellbeing and build your resilience throughout. This document contains links to
other resources and policies and acts as a guide, not an exhaustive list of every
eventuality.
1.2 Definition of Terms
This section lists and describes the meaning of the terms used within the context of this
document.
•

A complaint in which staff are involved;
A complaint is an expression of discontent about services provided by the Trust to
which a response is required. A complaint can be made verbally, in writing, letter or
email, or in the person’s preferred method.

•

A claim in which staff are involved;
'allegations of clinical negligence and / or demand for compensation made following
an adverse incident resulting in damage or loss to property, personal injury, or any
incident which carries significant litigation'. (source: NHSLA).
Claims can be brought by any person with whom the Trust owes a duty of care. In
general terms this means
-

patients/service users;

-

members of staff, and;
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-

members of the public who visit Trust premises.

1.3 Scope of policy
This policy applies to all substantive employees of the Trust and those on fixed term
contracts.
The principles of this policy will also apply to bank workers who equally may be
exposed to distressing events or put in challenging situations from time to time. If a
bank worker is unclear what support is available to them, they should contact the
manager of the service where the event has occurred in the first instance.
1.4 Principles
The key principles are:
•

The Trust has a duty of care to all its staff and is committed to providing support to
staff

•

Support is available for all staff in order to support them to thrive at work

•

Targeted and tailored support available for those who need it

•

All staff have a duty of care and a responsibility to act in accordance with this policy
to promote the wellbeing, health and safety of themselves and colleagues.

2.0 Duties
The following give an overview of the strategic and operational roles and responsibilities
for supporting staff who have been involved in incidents, complaints or claims.
•

Senior managers and Trust Board of Directors
Responsible for the health, safety and welfare of staff. Responsible for providing
resources for putting the policy into practice.

•

Human Resources Department
Responsible for ensuring there are adequate arrangements in place for staff support,
e.g. occupational health service, employee assistance programme. Providing
professional support and guidance on the application of workforce policies.

•

Trust Legal Adviser/Complaints Manager
Responsible for ensuring staff who are called as witnesses in a clinical negligence
claim; employers / public liability claim; coroner’s court hearing; General Medical
Council (GMC), or other professional body, hearing; and criminal cases; are
provided with support throughout the preparation, actual process, and following
conclusion of the case.

•

Freedom to Speak Up (FTSU) Guardian
The FTSU Guardian acts as an independent and impartial source of advice to staff at
any stage of raising a concern. The Guardian has access to anyone in the Trust to
escalate a concern, including the Chief Executive, or if necessary, outside the
organisation.

•

Trust Local Security Management Specialist
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The Local Security Management Specialist is there to provide professional skills and
expertise on matters of personal safety for both staff and patients. For more
information, see: https://staff.sussexpartnership.nhs.uk/operation-cavell
•

Line Managers and Supervisors
Line managers and supervisors are responsible for providing immediate and
ongoing support for staff, and consulting with other professionals and specialists as
appropriate.

•

Staff side trade unions
Trade unions have a duty to work together with the organisation for the benefit of our
staff.
Trade unions can offer invaluable support, providing both collective negotiation as
well as individual support if required. The following trade unions are recognised
within Sussex Partnership with key staff side contacts:
-

UNISON

-

RCN

-

BMA

-

Unite

-

BAOT

-

GMB

-

CSP

Contact details are available on the Trust intranet site https://staff.sussexpartnership.nhs.uk/hr-services/trade-unions
Lead representatives from all unions are invited to attend the Trust Partnership
Forum where unions raise issues directly with the Chief Executive and other senior
managers of the Trust.
•

All Staff
All staff have a responsibility for their own the health and wellbeing, reporting any
untoward incidents or concerns to their line manager. The Trust encourages early
reporting and aims to understand that when situations do go wrong, how staff,
managers and departments can learn from the situation and move on positively
together.

3.0 Situations and Issues
Below is a list of situations and issues that can or may arise during the course of your
employment. This list is not exhaustive, nor is it intended to cause concern; these
situations are rare, but if you do find yourself in a challenging situation, we hope you
can find more information and support below.
Often situations or issues are easily managed early on, so we encourage early
reporting of any concerns or issues, before the situation escalates.
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3.1 Bullying and Harassment
Our Trust is committed to creating a work environment free of bullying and harassment
for all staff, where everyone is treated with dignity and respect and protected from
harassment, intimidation and other forms of bullying at work. We look to promote a
working environment in which bullying and harassment known to be unacceptable and
where individuals have the confidence to make a complaint should it arise. Our Dignity
at Work policy covers employees, volunteers, contractors and bank workers.
All complaints of bullying and harassment will be dealt with appropriately, objectively,
promptly, sensitively, and fairly while ensuring the rights of both the complainant and
the alleged perpetrator. The Trust recognises the distress and anxiety such allegation
can cause to both the complainant and the alleged perpetrator. The Dignity at Work
policy gives detailed information on the support available and how to raise a complaint
and options of how it can be dealt with.
You can read more in the Dignity at Work policy.
3.2 Dealing with Challenging Interactions with Service Users
This includes incidents of violence antisocial behaviour, harassment and racial abuse
against NHS staff. You should speak to your line manager immediately if you
encounter any such incidents.
The Local Security Management Specialist
(https://staff.sussexpartnership.nhs.uk/finance-services/counter-fraud) can provide
professional skills and expertise on matters of personal safety for both staff and
patients. The Local Security Management Specialist is the liaison between the Trust
and Sussex Police for Operation Cavell. Further information about Operation Cavell
and the support available to you and your colleagues can be found here.
3.3 Physical Assault
Members of staff who have suffered a physical injury during an aggressive incident
should be offered first aid. Where the injury is considered more serious, attention may
be via the emergency services, the nearest A&E department or possibly the staff
member’s General Practitioner. The Occupational Health department should also be
contacted. All injuries must be clearly noted on the relevant recording form the Trust
has in place.
3.4 Non-Physical Violence
Violence is not limited to physical assault. Examples of non-physical violence include:
- Verbal abuse
- Racial or sexual abuse
- Threats – with or without weapons
- Physical posturing
- Threatening gestures
- Abusive phone calls
- Threatening use of dogs
- Swearing
- Shouting
- Name-calling
- Bullying
- Insults
- Innuendo
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- Deliberate silence
Where a member of staff is affected by an incident of aggression or violence they
should be offered the opportunity to withdraw from the clinical area.
3.5

Post Incident Management and Support
Post incident management and support should be followed. There are different
types of post incident support, which include initial support after the incident,
additional support available to all staff, or structured support provided by fully trained
facilitators. Details are as follows:
a) Initial support
Post-incident management and initial support for staff, constitutes good practice, and
aims to support teams and individuals to understand and manage the effects of
distressing events. Responding quickly to the needs of any members of staff
involved in such events is essential. .
The Trust wants staff to be confident in reporting any incidents to the Police and to
obtain a crime number, in keeping with Operation Cavell which staff side
representatives are also in full support of.
b) Additional Support
After some incidents it may be especially important that teams and individuals are
offered the opportunity to access additional support, as part of a comprehensive
approach to staff wellbeing.
Confidential counselling and other methods of psychological support are available
across the Trust including through employee assistance programme. Details can be
found here - https://staff.sussexpartnership.nhs.uk/health-and-wellbeing/emotionalwellbeing
c) Critical Incident Support
Critical Incident Support (CIS) is a colleague to colleague, evidence based support
approach that sits within existing trust structures of staff support and
wellbeing. Some elements are offered by fully trained facilitators, and others inform
wider support processes.
Why is it offered?
- To support staff around highly stressful incidents at work.
- To facilitate adjustment & processing of challenging feelings and thoughts
following incidents.
- To promote team cohesion, coping strategies, resilience and identify local
support structures.
Support offered within the CIS framework should never be mandatory. It's important
that each person is given the option of attending, but is not compelled to do so. The
main types of post incident support for staff are;
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•

•
•

CIS Defusing - A structure for a team meeting within 12 hours of an incident
or at the end of shift /end of day, usually lasting 15-45 minutes, with a focus
on immediate practical support and wellbeing. It can be provided by trained
managers/senior team members and/or CIS facilitators.
CIS Individual Support. A brief, (30-45 min) planned one to one meeting
offered by a CIS facilitator,
CIS Debriefing- A 1.5-2.5 hour structured group meeting provided by trained
CIS facilitators, ideally between 4 and 25 days post incident. The aim of a
debrief is to help teams and individuals to manage the impact of an incident,
and signpost further support available.

Those in charge of clinical areas at the time should offer post-incident support as
appropriate. You can read more in the CIS position statement here:
http://staff.sussexpartnership.nhs.uk/document-library/p-pt-psychology-andpsychological-therapies/5106-critical-incident-support-protocol-position-statement-fv190116
Please also refer to the Trust PMVA policy which can be found here:
https://policies.sussexpartnership.nhs.uk/clinical-3/423-pmva-preventionmanagement-of-violence-aggression
4.0

Raising Issues of Concern (Whistleblowing)
At some time or another, you may have concerns about what is happening at work.
Usually these concerns are easily resolved by speaking with immediate line
manager/professional lead. However, when the concern feels serious because it is
about something that involves a possible danger, unsafe patient care, professional
misconduct, competence or financial irregularity that might affect people who use
our services, colleagues or the Trust itself, it can be difficult to know what to do.
Our Trust strongly supports staff raising concerns and wants you to feel free to
speak up. We will thank you for raising any concern and will investigate it without
prejudice and we commit to act on the findings. We need your help to ensure we can
deliver a safe service and protect the interests of people who use our services, our
staff and our Trust.
If you suspect risk, malpractice or wrongdoing is harming our service or could affect,
for example, people who use our services, members of the public or other members
of staff then we would hope you would raise this. The Freedom to Speak Up
(Whistleblowing) Policy gives detailed information on the Trust's position, how to
raise an issue and how it will be dealt with:

5.0

Serious Incidents
Serious incidents include acts or omissions in care that result in; unexpected or
avoidable death, unexpected or avoidable injury resulting in serious harm – including
those where injury required treatment to prevent death, serious harm, abuse, Never
Events, incidents that prevent (or threaten to prevent) an organisations ability to
continue to deliver an acceptable quality of healthcare services and incidents that
cause widespread public concern resulting in a loss of confidence in healthcare
services.
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You can read more in our Incidents, Serious Incidents & Learning from Deaths
Policy & Procedure.
6.0

Sickness Absence & Wellbeing at Work
When you are feeling unwell it is important to know who you need to tell and how
often you need to keep in touch. It is vital to work together with your manager to help
you get back to work as quickly and safely as possible, and discuss if any support or
adjustments to your role are needed to facilitate this.
You can read more in our Sickness Absence & Attendance Management Policy.

7.0

Grievance
Grievances are issues, problems or complaints staff raise with their employer that
relate directly to their own work or workplace. Issues that may cause grievances
include:
-

Terms and conditions of employment
Work relations
New working practices
Working environment
Organisational change
Discrimination
Health and safety (see Scope)

You can read more in our Grievance Policy and Procedure.
8.0

Performance Improvement
This section relates to all substantive and fixed term staff employed by the Trust.
The Trust is committed to providing an efficient and effective service to all service
users. We all aim to do our best at work, but at times we may need support to meet
role objectives. Any concerns about performance should be raised at an early stage
in order to manage the early. Staff should also be aware performance matters can
ultimately impact on pay.
You can read more in our Managing Performance and Capability policy.

9.0

Stress At Work
It is well documented that excessive workplace pressure, resulting in stress at work,
is harmful to individuals. Sussex Partnership sets out to create a supportive
environment within which stress and stress related health issues can be discussed
in partnership with managers, staff and staff side representatives.
It is important staff are aware of their own levels of stress, and are supported to
explore ways in which to reduce stress.
You can read more in our Stress at Work – Prevention and Management policy

10.0 Conducting Investigations
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The Trust is committed to developing a culture of inclusion, kindness, civility,
learning, fairness and responsibility, whilst ensuring acceptable standards of conduct
and behaviour are maintained; to ensure the safety and welfare of patients, staff,
relatives, and outside agencies.
Instances arise where allegations of inappropriate conduct or behaviour are made
and we are required to conduct a fair and impartial investigation of the facts. We
recognise the distress and anxiety investigations can cause staff. The Investigation
Policy gives detailed information on the process and support available.
You can read more in the Investigation Policy https://policies.sussexpartnership.nhs.uk/workforce/investigation-policy-procedure
11.0 Vexatious or habitual complaints
It is important staff are supported properly during a complaint from a service user,
client or family member and investigations are managed fairly and transparently. It is
also important the Trust has a clear policy and procedure for managing habitual
and/or vexatious complainants. This includes provision for protecting staff from
complainants who abuse or harass staff.
Staff can access advice about the complaints procedure from the Complaints &
PALS Manager and the Complaints Team.
You can read more in our Complaints Management Policy & Procedure.

13.0 Support Mechanisms
We provide a number of support mechanisms from a variety of sources staff can
utilise to optimise their health and wellbeing at work, as well as helping you to
achieve better work-life balance.
•

Attendance in Court, Hearings, and Tribunals

In rare occasions staff may be called as a witness in a court case, hearing or tribunal
and should be supported as much as possible by their line manager. We recognise
this can be an extremely difficult experience and opportunities for debriefing,
counselling and appropriate time away from the workplace to prepare and recover
should be arranged.
It is essential advice and support is made available for the member of staff to ensure
they are fully prepared. This may include a telephone call or a pre inquest meeting
with the Legal Service Team and solicitors instructed on behalf of the Trust. It could
also include assisting staff in preparing written statements and providing advice
regarding appearing as a witness.
Line managers must ensure the staff are accompanied to the appropriate court,
hearing, or tribunal, and debriefed following the conclusion of the case.
•

Criminal Injuries Compensation Authority (CICA)

Staff can apply to the CICA for compensation as a result of a physical assault. If the
person has stated they do not wish the incident to be reported or pursued by the
police, the LSMS may advise them how this decision may affect their chances of
obtaining compensation from the CICA.
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Whilst there is no need for there to be a conviction for the CICA to pay
compensation, it is important the person assaulted takes appropriate action to help
the police.
Extensive information about the CICA can be found on its website at
www.cica.gov.uk
•

Employee Assistance Programme

The Employee Assistance Programme is a free, 24 hour confidential telephone
counselling service is available to all employees. The EAP also has comprehensive
legal, financial and debt management resources and advice.
It is run by external provider (Health Assured) therefore is completely separate and
confidential from Sussex Partnership. You don't need a manager referral, you can
self-refer. You will be allocated a trained counsellor with specific expertise in your
area of concern in order to give you the best possible support and advice. You can
talk over the phone or in person (within 10 miles of your home or work address).
Call them on 0800 7832808 or go online: https://healthassuredeap.co.uk/
Login: Sussex

Password: Partnership

Alternatively you can access the Health Assured App via the Play Store:
Login: Sussex

•

Password: Partnership

Equality and Diversity Support

The Trust has made a significant commitment to the support of those individuals in
minority groups, as well as ensuring the Trust is an equality based workplace which
recognises the value diversity brings.
There are specific support groups for Lesbian Gay Bisexual and Transgender
employees, employees who consider they have a Disability and also Black and
Minority
Ethnic
employees.
See
our
intranet
page
https://staff.sussexpartnership.nhs.uk/health-and-wellbeing/wellbeingresources#Employee-Networks
The aim of the support groups is to provide a networking opportunity for employees
as well as a forum to raise issues that are presented to the Executive Management
Team.
Updates regarding events and social activities are placed regularly on the Intranet
and all employees are invited to attend.
The Intranet also has regular updates placed on it regarding religious calendar
events to raise the profile of different religious days and times.
•

Injury Allowance

Staff who are injured through an incident at work, and are subsequently unable to
attend work because of the injury, may be eligible for an injury allowance to
recompense for any reduction in income. Please ensure you report the incident to
your line manager at the earliest opportunity and report the incident on the
appropriate reporting system.
Please see the Sickness Absence Management Policy for further details.
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•

Occupational Health

You work hard to provide the best care to our patients and we believe you should
have access to excellent occupational health services to help look after your health
and wellbeing.
We have a physiotherapist and psychologist within the occupational health
department to support you with issues that may be preventing you from working or
affecting your ability to do your job.
You can refer yourself or be referred to occupational health by your manager. We
believe early advice can help to reduce or avoid illness and, where sickness occurs,
we will work with you to get you back to work.
To
make
a
referral:
wellbeing/occupational-health

http://staff.sussexpartnership.nhs.uk/health-and-

Your manager may refer you to occupational health to obtain medical advice on your
health and any adjustments that may be needed to help your recovery and return to
work. Occupational health may advise on a phased return to work plan.
Correspondence between occupational health and the manager is necessary. You
can request to be copied into this information. Occupational health can advise on
what information will be shared, and what you could choose to share.
•

Reasonable Adjustments

The Trust is committed to supporting staff or job applicants that have a disability take
up or maintain positions within the Trust and wishes to support the application of
reasonable adjustments wherever this is possible. The Trust's guidelines on
Reasonable
adjustments
have
further
information:
http://staff.sussexpartnership.nhs.uk/policies-documents-andforms/documents/documents-library/1492-workforce-084-making-reasonableadjustments-guideline
•

Staff Benefits supporting your physical, emotional and financial
wellbeing

We have a comprehensive Health & Wellbeing site on the Trust's Intranet:
http://staff.sussexpartnership.nhs.uk/health-and-wellbeing
Our Staff Health & Wellbeing Team run wellbeing events every month across our
sites and source services and support such as the employee assistance programme;
child care vouchers; cycle to work scheme; car lease scheme; season travel
advance; local and national discount schemes and cards; free courses such as
mindfulness and access to learning.
Health initiatives are promoted on the intranet at regular intervals to keep you up to
date with health benefits that are available to you as well as health events happening
across the Trust. Examples include free health checks, health MOTs and wellbeing
events.
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If you would like to learn more visit the site above, or contact:
healthandwellbeing@sussexpartnership.nhs.uk
•

Staff Declining Support

Staff may decide they do not wish to access support services at the time of the
incident or have other support mechanisms they choose to access as an alternative.
However, there is a possibility it may become apparent at a later date that they need
to access the additional support offered.
Where this becomes apparent the line manager must provide information about the
systems in place to ensure they can access support services retrospectively.
•

Stress Management & Positive Mental Health

Stress is a factor of modern life and affects everyone to some extent. However it is
essential to achieve an appropriate balance. We are committed to helping you to
effectively manage any stress to minimise the impact on your health and wellbeing in
the workplace.
As such, we have funded Mindfulness courses, available to all staff:
http://staff.sussexpartnership.nhs.uk/health-and-wellbeing/emotional-wellbeing
Further information can be found on assessing the risk of and managing stress in the
Stress at Work – Prevention and Management policy.

•

Work-life Balance

A healthy work-life balance helps you manage your health and wellbeing, and give
the best you can at work. We are committed to ensuring all staff can achieve this
balance.
There is a dedicated Flexible Working Policy that details the different working
patterns that exist within the trust and how to go about requesting this.
There are guidelines that detail flexible retirement options to make the retirement
process for those who wish to retire as easy and as problem free as possible
https://staff.sussexpartnership.nhs.uk/health-and-wellbeing/wellbeingresources#Employee-Networks
The Special Leave Policy details the different leave schemes that exist (paid and
unpaid) which are in addition to annual leave and maternity leave, that can aid the
achievement of work-life balance.
The Trust regards its compliance with the Working Time Regulations as an integral
element of managing the health, safety, wellbeing and work-life balance of its
employees, as far as possible, does not advocate employees working in excess of
their contractual hours.
You can read more about work-life balance here:
http://staff.sussexpartnership.nhs.uk/health-and-wellbeing/flexible-working
14.0 Development, consultation and ratification
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The following parties have been consulted in the development of this party: Debrief
leads for the Trust, East Sussex SI Forum, CAMHS Sussex Management meeting,
Staff side, BME Network, Disability Network, LGBT Network, Human Resources,
Equality Diversity and Inclusion Lead and Staff Health & Wellbeing Team.

15.0 Equality Impact Assessment
This policy was equality impact assessed in accordance with the Organisation wide
policy for the development and management of procedural documents on (tbc) date.
16.0 Monitoring Compliance
Employee support and well-being is monitored annually by Human Resources
through analysing organisational information which will include,
• Reviewing employee data of numbers, reasons, costs, patterns, outcomes, action
taken and comparing against other instances, on: Recruitment, Sickness absence,
Staff turnover, employee disciplinary investigations, grievances, and dignity at work
investigations, accidents and risk assessments.
• Assessing the results of the staff survey, which is carried out annually, and carrying
out necessary actions to improve employee support and wellbeing.
• Minutes of the staff partnership forum recorded and any issues raised are taken
forward for action by the senior HR representative present.
• Monitoring the uptake and usage of the employee assistance programme including
reasons for assistance, numbers and costs.
This data is monitored on a monthly basis through the HR Performance Board
Report which is reviewed by the Operational Management Board and Trust
Partnership Forum.
Incident statistics are reported to the Trust Wide Health and Safety Committee and
any incidents forms received involving staff are sent to Occupational Health for
appropriate follow up.
Freedom to Speak Up figures are reported to the Trust Board annually.
17.0 Dissemination and implementation of the policy
18.0 Document control including archive arrangements
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Sickness absence policy https://policies.sussexpartnership.nhs.uk/workforce/442-sickness-absencemanagement-policy
Claims policy
https://policies.sussexpartnership.nhs.uk/workforce/465employee-support-wellbeing-for-staff-involved-in-incidents-complaintsclaims?highlight=WyJjbGFpbXMiLCJwb2xpY3kiLCJjbGFpbXMgcG9saWN5Il0=
Moving and Handling Policy
https://policies.sussexpartnership.nhs.uk/risk-health-and-safety/moving-andhandling-policy-and-procedure?highlight=WyJtb3ZpbmciLCJoYW5kbGluZyJd
Prevention and Management of Stress at Work Policy
https://policies.sussexpartnership.nhs.uk/risk-health-and-safety/stress-at-workprevention-and-management-policyprocedure?highlight=WyJwcmV2ZW50aW9uIiwiJ3ByZXZlbnRpb24iLCJtYW5hZ2VtZ
W50IiwibWFuYWdlbWVudCdzIiwib2YiLCJwcmV2ZW50aW9uIG1hbmFnZW1lbnQiL
CJwcmV2ZW50aW9uIG1hbmFnZW1lbnQgb2YiLCJtYW5hZ2VtZW50IG9mIl0=
Prevention and Management of Violence and Aggression
https://policies.sussexpartnership.nhs.uk/clinical-3/423-pmva-preventionmanagement-of-violenceaggression?highlight=WyJwcmV2ZW50aW9uIiwiJ3ByZXZlbnRpb24iLCJtYW5hZ2Vt
ZW50IiwibWFuYWdlbWVudCdzIl0=

22.0 Appendices
Appendix 1
Trust
protocol
‘Critical
incident
stress
management
protocol’
http://staff.sussexpartnership.nhs.uk/document-library/p-pt-psychology-andpsychological-therapies/5106-critical-incident-support-protocol-position-statement-fv190116/file
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