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Question:

a) How many incidents of customer aggression were reported in 2013-14 and 2014-15 to
date?

b) What strategies has the department put in place to reduce the number of incidents
occurring and to minimise the risk of injury to staff and other customers?

Answer:

a) There were 8,796 reports of customer aggression incidents for the period July 2013 to
June 2014. There have been 6,182 reports of customer aggression incidents from
July 2014 to February 2015. Please note that multiple customer aggression reports can be
recorded for one incident.

b) The department has put in place the following strategies to reduce the number of incidents
occurring and to minimise the risk of injury to staff and other customers:

use of closed circuit television in public contact areas of service centres;

duress alarms;

security guards;

regular site security reviews;

post security incident reviews;

local response guidelines including critical incident responses;

training in de-escalating, managing and responding to customer aggression;

emergency response training;

restricted service arrangements; and

customer management plans.
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