	Obscene, Harassing or Threatening Telephone Calls

	Hazards Identified
	· Foul, obscene language or conduct

· Threats, harassment including sexual harassment 

	Hazard-Specific Personal Protective Equipment
	· None Identified

	Hazard-Specific Training
                                      (
(Please remove training items not applicable to your Agency)                 


	· Orientation to the N.S. OH&S Violence in the Workplace Regulations
· Society/Agency Workplace Violence Prevention Plan

· Prepare Training Course, Violence Response Procedures I, Or Non-Violent Crisis Intervention
· Preventing Violent Incidents Safety Talk

	Related Safe Work Practices and Procedures
	· Working Alone: Late/Office Site

· Working Alone: Home Visits

	Safe Work Procedure

	Introduction:

Receiving an obscene, harassing, or threatening call can be very upsetting. The caller may be an upset client, staff member, family member or a stranger. Regardless of whom the caller may be, you are not expected to tolerate foul, abusive, or otherwise obnoxious language or conduct. Furthermore, it is illegal for someone to make an obscene, harassing, or threatening phone call.

If you receive an obscene, harassing, or threatening phone call:

Employee:

1.   Stay calm. Interrupt conversation firmly but politely and advise the caller, "I am listening to you and will try to assist you or get someone who can, but I will not be threatened, if you continue, I will hang up".

2.   Check phone display and if available, note the caller’s telephone number and/or person identified. 

3.   Voice-record call or turn on speaker phone so others (if present) can hear and help identify caller.  

4.   Listen for any identifying information such as: accents, speech impediments, distinctive voice characteristics, and manner of speaking (angry or calm), background noises, and anything else that may assist in identifying the caller. 

5.   If the abuse continues, advise the caller that you are hanging up now and do so.

6.   For each call received, keep a personal log record of the date, time, and duration of the call, details of the conversation including exact words or phrases used, the gender of the caller, approximate age, and any other details such as accent, background noise etc. 

7.   Notify Supervisor immediately of call.  

If  Working Alone:

a. Activate Call Trace (*57) if call was of a threatening nature and you are prepared to take legal action. Hang up from caller, immediately pick up the receiver. Once you hear the dial tone, press *57.  A recorded voice will confirm that the call has been traced.

b. Notify the police if person threatens to come to office site. The police will contact telephone service provider to help identify the caller. Police will need the time and date of the call for any further investigation. 

c. Document call by noting the person’s name, address, exact words/phrases used, date and time of call, and any noted identifiers on an Employee Occurrence Form.

8.   If the caller calls again, interrupt the conversation firmly but politely, terminate call, or if supervisor present, advise the caller you will now transfer the call to your supervisor.

9.   Put caller on hold, advise Supervisor and transfer call.

Supervisor:

1.   Handle the call and take appropriate action to resolve any misunderstanding.

2.   Reinforce with the caller that abusive language or behaviour will not be tolerated.

3.  Take appropriate action if caller makes a threat of violence towards person or property. (I.e. Call trace, phone police, utilize Protection of Property Act, etc.)

4.   Complete documentation noting any identifying information, date and time of call, etc.  

5.   Inform other office staff of call and if issue was not resolved, prepare for possible visit from caller. 

Note:

“The Criminal Code of Canada provides penalties for making obscene, harassing, or threatening telephone calls. Call Trace should only be used when you are ready to contact the police and willing to take legal action against the caller. Bell/Aliant/Eastlink will release the traced number only on presentation of proper legal authorization and ONLY TO THE POLICE.”

Call Trace can help protect you and your family from troubling or harassing phone calls.  Call Trace should only be used in serious circumstances (i.e. where legal action may be necessary).

Star (*) feature codes (I.e.*57”) vary by location. It is important to check your local telephone directory to get the appropriate star feature codes for your area.



	References:
	Bell Aliant: For your Protection. Obscene and Harassing Calls. 2016. Internet: http://www.bellaliant.ca/home-phone-services/info/for-your-protection
Bell Aliant: Home Phone Services, Obscene and Harassing Phone Calls. 2006.  Internet: http://productsandservice.aliant.net/PS/ns/english/productsandservices/ps_2.jsp?section=31&subsection=1&bodycont=productsandservices%2ffacts_31_1.jsp&curbody=31
Bell Canada:  How to use Call Trace on my Bell Home phone.  February, 2013.  http://support.bell.ca/home_phone/calling_features/how_to_use_call_trace_on_my_bell_home_phone?step=2#displayStep

Canadian Center for Occupational Health and Safety: Violence in the Workplace Prevention Guide, 3rd Edition. Section IV. Responding to Workplace Violence, Responding to an Abusive Telephone Call. Hamilton, ON, Canada: CCOHS. 2007
Canadian Center for Occupational Health and Safety (2015):  Violence in the Workplace – Negative Interactions. Retrieved from http://www.ccohs.ca/oshanswers/psychosocial/violence_negative.html

Dept. of Community Services: Workplace Violence Prevention Office Security Manual, Section 5.08 Handling Telephone Calls. NS, Canada. Sept. 2005.

Eastlink:  Calling Features. Call Trace.  2015.  http://my.eastlink.ca/customersupport/homephone/faqs/callingfeatures.aspx

Home Support Districts 1, 2, & 3: Post-Violent Incident Safe Work Procedure, NS, Canada: July 2007.

University of British Columbia, Chemical and Biological Engineering: Preventing Violence in the Workplace Threatening Telephone Calls. British Colombia, Canada: 2010. Internet:


http://www.chbe.ubc.ca/safety/appendices/prevention.php
Work Cover New South Wales: Violence In The Workplace Guide 2002. Workcover Assistance Service. Sydney, NSW: 2002. Internet: www.workcover.nsw.gov.au



Note: This safe work practice (SWP) has been provide by Lunenburg Home Support and is intend as a guide for you to develop your organization’s SWP.
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