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Introduction:
Keeping the office, workspace and/or program space safe for clients, staff and volunteers is of utmost importance to the Rimbey FCSS/RCHHS.  The comings and goings of visitors to the Rimbey Food Bank is common practise.  Thus it is important that all staff and volunteers are aware of protocols should a threat occur.  

Protocol:
· Physical Space:
· The Rimbey Food Bank has a single point of entry for a visitor that leads to the main food bank area.  This area is not visible to any other individuals in the Church of the Nazarene, where the Food Bank is located.  
· The Church of the Nazarene Building has two points of entry, the front door (facing east, and the back door facing west).  Days and times of those doors being unlocked and open are not scheduled.  
· The Rimbey Food Bank door and the back (west) door of the Church will be unlocked and open, Wednesdays from 11:15 – 12:00 noon.  Two Agency representatives must be present during all Food Bank hours, drop offs or pickups.  

· If you are the last one leaving, ensure that all doors are shut and locked.  (Communication with your co-workers and volunteers is vital!)

· Entrance Area:
· Visitors should enter and exit the Food Bank using the west entrance of the Church.
· Staff and volunteers in the entrance and down in the Food Bank area are most vulnerable should a threat occur.  For this reason a code word of WHITE has been chosen to indicate that user is uncomfortable and needs assistance.  (colour chosen as per AHS emergency response codes)
· Example phrases to use:

· “Where did my white maker go?’”

· “Has anyone seen that white box that was by the door?”
· It is important that staff and volunteers use the code word in a manner that does not alarm or aggravate the threating individual.

WHITE has been used:

· Should the code word be used the following steps are to occur.

· The Food Bank Coordinator will assess the situation and deescalate the situation if possible.

· Should the Food Bank Coordinator be unable to do so the second staff or Primary Food Bank Volunteer onsite will assist in deescalating the situation, with a second volunteer out of sight but still able to hear the situation will call the Rimbey FCSS/RCHHS main office and describe the situation or call RCMP, if needed.  Should neither the Food Bank Coordinator or second staff/Primary Food Bank Volunteer not be able to deescalate the situation the second volunteer will either take instruction from the Executive Director (or designate of the Rimbey FCSS/RCHHS) or call the RCMP.
· Those volunteers not assisting in the area where the hostile or violent individual is should exit the building or close and lock the door where they are located if safe to do so.  Priority is to leave the building through the front door if possible.
· The Food Bank Coordinator (or second staff/Food Bank Volunteer) will ensure that the Executive Director (or designate) is aware of the situation by using any phone available.  The Executive Director will notify the RCMP if necessary and/or give the Food Bank Volunteer detailed instructions to follow.
Points for handling the threat:
· If possible leave the building and call for help.  If you can safely call from the building do so.  Take a deep breath and indicate the nature of the threat, the location of the building, description of the threatening individual and the number of people on site.

· Make sure to have the information of the Rimbey Food Bank address close at all times, during a threatening situation, it is very easy to forget details.

· Priority is for as few as people possible to remain in the building.

Check list for an Angry/Hostile Encounter:
· Stay calm; keep the situation in our control.

· Be courteous and patient; avoid making comments that may intensify the individual’s anger.

· Maintain eye contact.

· Stall for time until help has arrived, while still following instructions.

· Volunteer and staff safety is the priority, money, possessions and assets are replaceable.

· Try to inconspicuously look for details that may assist in the identification of the culprit. (i.e. tattoos, facial markings, clothing, height, age, weight, hair colour.)

Tips for prevention:
Food Bank Coordinator will identify high risk clients when possible and have extra security on site for their food bank hamper pick up. RCMP can be notified of potential high risk clients if appropriate.

· Use code white on intake to identify high risk.

· Post signage that reminds clients, volunteers and staff that violence will not be tolerated.

· Volunteer and staff training and evacuation procedures practiced.

· Have food coupons (A&W, Subway etc.)on site for Food Bank Coordinator to use as a distraction.

· Have intake forms at the Food Bank so unregistered clients can register for a hamper on site. (This could help calm a distraught client).
· Prepare a non-perishable 3-4 day hamper (can opener, powdered milk, etc.), use recycle shopping bags. Have one at FCSS/RCHHS office and one ready to go at Food Bank for emergencies.  (Could have a small freezer at FCSS/RCHHS office for some freezer items to have on site).

· Emergency call button from Telecare available to take to Food Bank.
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