Code of Conduct
BC Transit is committed to creating and maintaining a
respectful workplace whereby personal conflict is resolved.
• The Code of Conduct (The Code) sets the standard of
behaviour expected of all employees (and contractors
when representing BC Transit) regardless of their
position or title.
• It provides the necessary guidance to assist
employees and contractors in being respectful of and
responsive to the needs of each other.
• This code covers all employees and contractors,
regardless of their “workplace” (be that in the building,
parking lot, shop floor, on the bus, at the terminal
platform, etc.). As such, employees and contractors
can expect to be free from objectionable or abusive
behaviour that is contrary to this Code from another
BC Transit employee, contractor or any other person.
• The Code of Conduct does not supersede any
provision of an applicable collective agreement.
• It has been jointly developed by employees,
supervisors, managers, contractors and Union
representatives at BC Transit.
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1 What is Workplace Violence?

Definition
• Workplace violence is defined as the exercise, attempt
or threat of physical force of a person against a worker
• Workplace violence can also be a statement or behavior
that a worker could reasonably interpret to be a threat
against the worker
• Similarly, workplace harassment is engaging in a course
of disrespectful comment or conduct against a worker
in a workplace, that is known, or should be known to be
unwelcome

Examples of Workplace Violence
•
•
•
•
•
•

Harassment
Verbal Abuse
Threatening Behavior or Actions
Fighting and Physical Assaults
Homicide
Psychological Actions (use of symbols or gestures that
communicate a violent intent or can be reasonably seen
as threatening violence)
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2 WPV - Who is Affected?
Who is Affected?
• The Public Service Commission of Canada found that
2% of all Canadian public service workers surveyed
reported being a victim of physical violence on the job
−−21% of those surveyed reported being harassed on
the job at least once, including nearly half of those
employees who directly serve the public
−−17% of respondents reported they were victims of
discrimination based on their sex, ethnicity, age, and/
or disability

• Approximately 356,000 workplace violence incidents
are reported annually. Victims reported being injured in
21% of these occurrences – nearly 75,000 injuries per
year. In the same survey, 17% of respondents reported
they were victims of discrimination based on their sex,
ethnicity, age, and/or disability

2 WPV - Who is Affected?

3 WPV - Domestic Violence

Domestic Violence
Domestic violence does not stay at home when its victims
go to work. Domestic violence spills into the workplace when
workers are harassed by threatening phone calls, absent
because of injuries, or less productive because of stress.
• A person spends at least eight hours a day at his/her
workplace. It is an ideal place for a worker experiencing
domestic violence to get help and support
• An overwhelming majority of adult domestic violence
victims are women – the ratio is five to one that of men
• In a Canadian survey, 44% of employed adults surveyed
reported having personally experienced the effects of
domestic violence in their workplace – 21% identified
themselves as victims (www.caepv.org)
• The same survey reported that 38% of respondents
were “somewhat” to “extremely” concerned for their own
safety when they learned that one of their co-workers
was being victimized
• 92% of those who are physically abused by their
partners do not discuss the incidents with their
physicians, and 57% do not discuss the incidents with
anyone
• Employers and employees who address domestic
violence in the workplace have the power to save money
and lives

3 WPV - Domestic Violence

4 WPV - Acute Stress Disorder

Acute Stress Disorder (ASD)
Acute Stress Disorder (ASD) includes psychological
symptoms (www.psych.org) that develop during the first
month after exposure to a traumatic event. Not all events are
the same. Understanding the characteristics of these events
is helpful in determining who is most likely to be impacted
and how to plan and implement an efficient and effective
response:
• Life threat – perception that the incident is potentially
lethal
• Loss(es) – including loss of relationships, property,
beliefs about the world, etc.
• Exposure to death and destruction – sights, sounds,
smells of the incident
• Length of trauma – length of the incident and associated
events including funerals, criminal justice proceedings,
memorials, etc.
• Displacement – changes in the environment such as the
destruction of a home by a natural disaster
• Potential for recurrence – perception that the incident
can happen again
• Speed of onset – nature of the warning associated with
the incident
• Degree of moral conflict – judgements regarding one’s
own behavior (before, during, and after the incident)
• Role in the incident – agent and/or victim
• Number affected by incident – the greater the number of
people impacted in a community, the more likely it is to
impact each individual
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5 WPV - Post Traumatic Stress Disorder
Post Traumatic Stress Disorder (PTSD)
After 30 days, survivors of trauma may develop Post
Traumatic Stress Disorder (PTSD). Research from the
National Center for PTSD (www.ncpsd.va.gov) has
determined those who are most at risk. Symptoms that will
most likely affect them include the following:
•
•
•
•
•
•

Early trauma exposure
Psychological symptoms at time of the incident
Family instability
Early and continued substance abuse
Absence of social support
Physical symptoms – including current illness and
physical disability

A wide array of psychological consequences can develop
after exposure to trauma (not all victims experience all these
consequences and most recover without outside assistance).
The following presents potential psychological consequences
in terms of the time since the incident (all times are
approximate):

Initial Crisis Reaction (First 24 Hours)
•
•
•
•
•
•

“Fight or flight or freeze”
Heroic behavior
Feeling overwhelmed
Physical shock, disorientation, numbness
Enhanced psychological/physical abilities
Fatigue

Short-Term Response (First six months)
•
•
•
•
•
•
•
•
•
•
•

Fear/terror
Anger
Constant concern about safety
Sleep problems
Startle response
Guilt/questions about response
Thinking about and/or reexperiencing the event
Withdrawal and isolation
Sensitivity to reminders and other triggers
Avoidance of reminders
Problem concentrating

Long-Term Response (Six months or longer)
• Relationship and work conflict
• Development of chronic psychological problems (e.g.
anxiety, depressive disorders)
• Withdrawal from important people and activities
• Physical problems
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6 Effects of WPV
• Workplace violence can affect any employee
• No one can predict when workplace violence may occur
against an employee (but with training, employees can
respond more effectively)
• All employees have a role in preventing workplace
violence

Effects of Workplace
Violence on Employees
•
•
•
•
•

Absenteeism
Emotional trauma
Family life impacted
Drop in morale
Drop in productivity

Effects of Workplace Violence on BC Transit
•
•
•
•
•
•

Disability claims
Increased insurance costs
Legal costs
Security costs
Property
Damaged company reputation

Effects of Workplace Violence on Customers
• Negative publicity
• Damaged company
reputation
• Potential loss of current
or future customers
• Legal costs
• Security costs
• Property damage

Effects of Workplace Violence on Public
• Negative publicity
• Reputation of BC Transit damaged
• Loss of future customers
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7 BC Transit Workplace Violence Policy
Did you know that BC Transit has a policy on Workplace
Violence?
• It was created and signed off by Senior Leadership in
January 2010
• Full copy of the Policy is shown below:

7 BC Transit Workplace Violence Policy

8 Types of Employee Threats

• Bus passenger threats
(bus fare disputes,
passenger fights etc.)
• Customer anger
management issues
• Conflicts or anger
management issues
among co-workers
• Domestic risks
• Working alone
• Former employee
entering the workplace
(uttering threats or
potential lethal force)

Warning Signs
There is no typical profile, but there are signs and symptoms
to indicate a more at-risk employee profile:
• Intolerant of criticism and suspicious of co-workers
• Delusions – strong, unshakeable false beliefs about
others in the workplace, especially the supervisor
• Being quick to anger or demonstrating an uncontrollable
temper
• Being prone to arguing, intimidating behavior or carrying
a grudge
• Isolation and little involvement
with co-workers
• Repeated threats or having a
history of making threats
• Fascination with weapons and
related literature
• Sympathizing with
perpetrators of workplace
violence reported in the media
(i.e. “I can see why he did it”,
or “You have to see things
from his perspective”)
• Desperation over a
disciplinary action, especially
dismissal
• Recent and acute personal problems – financial,
relationship, legal, etc.
• Being ridiculed or degraded by co-workers
• Recent rejection or suddenly failed romantic relationship
• Victims of bullying perpetrated by a co-worker or
supervisor
• A known history of psychological problems, impulsive
behavior, or history of anti-social or violent acts towards
others
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9 How To Deal With Threats
Escalation versus De-Escalation
When faced with an angry or upset customer,we can strive
to respond in such a way that the customer or co-worker
becomes less upset or the situation de-escalates. There are
many actions that can be controlled by us to help improve the
situation or de-escalate it – these can include:

• Having supportive body language and using supportive
messages where possible
• Displaying behavior that shows “I want to work with you”
• Using Conflict Resolution techniques (see below)

Conflict Resolution
It may be possible to head off conflict when the first signs
appear; failing that, an attentive employee may notice the
escalation and start early to work towards de-escalation
or reducing the conflict. There is no single path for such
escalation towards violence, but when possible, try to identify
and address any of these five possible warning signs when
they occur:
• Confusion
• Frustration
• Blame

• Anger
• Hostility

These may occur individually, simultaneously, or as part of
a sequence of escalating behavior (for more information on
the phases of escalation, please see the 4 videos on “The
Three Phases of Escalation” in the Online Training Resource
Library).
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The following points are useful to be aware of in conflict
resolution:
• Violence is a process as well as an act – it usually takes
both parties to contribute in escalating the conflict into
violence
• Know yourself and try to know your customers and fellow
staff. Every person has unique features of personality,
self-image and perspective that cause them to react
differently. The skillful employee remembers that these
differences provide clues as to how to respond, and
adjusts their own style to suit
• Conflict is bound to happen in work settings – what
determines whether a conflict will escalate or not is how
well the employee manages themselves through the
conflict
• Set limits for yourself in conflict – be reasonable and
give a simple, clear message in your interaction. Explain
what you need and why – don’t assume anything in your
explanation. Offer choices and where possible, offer a
positive consequence (versus a negative consequence)
• Follow through – If you offer a choice, you need to follow
through. Be prepared to enforce any limit you have set.
Make sure you keep to what you have said you are
prepared to do
• Should you witness a physical fight, do not jump in
between people fighting, as you can easily be put at risk.
Instead, use a distraction, such as a loud, “Hey, what’s
going on here?” Assess the situation and develop a plan
– get help
• Communicate safely. When following up or providing
unwelcome information, do so wisely
−−Consider using a buddy system if possible or at least in
the presence of others where you can be heard and help
summoned if need be
−−Position yourself for safety and always have an escape
route
−−Keep in mind that items such as pens, scissors, etc. can
be used as weapons. Your own clothing and jewelry can
be used to hold on to or cause injury
−−Trust your instincts – if something seems wrong or off,
then it probably is
• With body language, use a non-hostile stance and keep
your distance (avoid moving into someone’s personal
space)
• Be aware of your voice inflections; nuance in tone,
volume and pacing can be sometimes more distracting
than the content of the message

10 How To Deal With Threats

11 How To Deal With Threats
• Recognize when you need help. While employees
are usually comfortable dealing with routine kinds
of behaviors and conflicts, some behaviors warrant
concern. Threats, weapons, paranoia, stalking, suicide,
substance abuse, excessive anger, etc. would all be
instances where a conflict has become too dangerous to
handle on your own, and help should be sought where
possible
• Protect the other
person’s dignity. Though
a particular behavior
may be questionable
or unacceptable, by
accusing the individual
or exposing them in
a way that they feel is
undignified, the situation
will only become
inflamed and could
escalate into hostility

Response to Threats
• Take threats of workplace violence seriously
• Maintain self-control – the only person you can control is
yourself
• Understand any policy or guidelines of workplace
violence
• Follow safety and prevention guidelines offered
(employees can be oriented to the basics of workplace
violence)
• Be the one who says “no” to disrespect, ethnic slurs or
degrading behavior toward others
• Avoid horseplay at work. Horseplay can easily lead to
violent behavior – this is why it is prohibited in many
workplaces
• Report offensive or intimidating behavior towards others
in the workplace
• Don’t say “it can’t happen here”
• Don’t dismiss threats of violence as “venting” or “blowing
off steam”
• Don’t join the group or give in to pressure to behave
inappropriately toward co-workers
• Learn how to recognize, avoid, or safely defuse
potentially violent situations
• Alert your supervisor to concerns you have about safety
or security
• Talk to someone you can trust (i.e. a professional
counsellor, your supervisor, or a friend) to discuss your
concerns if you are worried about a co-worker
• Report violent incidents immediately and in writing
• If you are still unsure what to do, share your thoughts or
feelings with a supervisor or helping professional
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12 Support and Resources
At times, the Transit work environment can be challenging
and can sometimes lead to stress. Stress can affect us
physically, emotionally and mentally. Everyone deals with
stress differently – some may consider a challenging situation
to be more impacting than another person might. If a stress
level becomes too high, this can ultimately affect our health
and well-being. Be aware that there is support and resources
available to you should the need arise.

PPC Canada (Employee-Family Assistance Program)
If your site participates, an Employee-Family Assistance
Program (EFAP) may be available to you (check with your
Manager or Supervisor). This program offers support to
employees and their direct family. BC Transit utilizes PPC
(Personal Performance Consultants) for those properties
which participate in the Employee-Family Assistance
Program. PPC Online can provide support - go online
and check out the fact sheets, programs and links: www.
ppconline.info (username: healthy,  password: living), or you
can call 1·800·663·9099.

Code 6, Code 9 and Silent
Alarm (Operators)
For Operators during an
emergency, there are
codes that can be radioed
in, and/or a silent alarm to
let Control know that you
require assistance. When
calling in an emergency,
you should first state your
bus number, the code you
are calling in, your location
and your description of the
problem.
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Code 6 (Difficult Passenger)
• If there is a danger of a situation escalating, contact
Control by stating...Example: “This is BUS #123, I
have a CODE 6. I am at LOCATION. This is A BRIEF
DESCRIPTION OF THE PROBLEM.”
• The Transit Supervisor will head in your direction
• If they cannot get a response from you after calling
within 2 minutes they will treat your call as a “CODE 9”
and call the Police
• If the matter resolves itself, contact Control and cancel
the Code 6
• This protocol does two things:
1. The customer involved with the conflict will know a
report has been made which may calm the situation
2. Control knows your location and will initiate a
response within two minutes

Code 9 (Resulting from violence directed at you or your
passengers OR any situation requiring Police, Fire, or
Ambulance)
• Your first transmission in the case of a code 9
emergency call should be...Example: “This is BUS #123.
I have a CODE 9, CODE 9. I am at …”
• This lets other radio users know that there is an
emergency in progress and to cease radio talk
• Give a brief description of the problem
• Response time is faster when you report incidents
immediately
• Calls to emergency attendants can be made for you so
you can focus on caring for yourself and your customers

Silent Alarm (Radio Only/Radio & Sign)
If applicable, an alarm can be activated
by moving the switch to either the
Radio Only position, or the Radio and
Sign position. As the switch becomes
activated in either position, a signal will
be sent, but will be undetectable on the bus. This can be used
should an Operator feel this would be more effective than
using the radio to initiate an emergency response (i.e. you
are in immediate danger, or the radio airwaves are busy, etc.).
• The radio only position for the switch will send an alarm
signal to Control
• Control will contact a Transit Supervisor to indicate
that there is a Code 9 emergency coming from the bus
where the alarm activation originated
• Control will attempt to reach the Operator by radio to
initiate an emergency response
• If the Operator cannot be reached, Control will initiate
an emergency response
• A similar protocol will occur with the Radio and Sign
activation, except that the outside destination sign of the
bus will display “CALL 9-1-1”, while the inside of the bus
will still show the regular destination sign
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Critical Incident Defuser
Program
Your property may offer a
Critical Incident Defusing
Program. Check with your
Manager or Supervisor
for more information. The
program is a first step of
support for those who have witnessed an exceptionally
stressful event. The program continues to offset the long-term
effects that otherwise would be harmful.
• Each Operator handles stressful situations differently.
Some may find a particular situation overwhelming while
others may treat it as a non-event
• If you experience an exceptionally stressful event while
operating your bus, avoid “down playing” it or trying to
play the “hero” by not requesting help
• Research has shown that by using programs such as
the Defusing Program, there are significant benefits
• Remember that after an exceptionally stressful event,
an Operator may not initially react, but later stress
symptoms may begin to appear. Symptoms may include
confusion, denial, irritability, depression, and more.
Subtle reactions such as inconsistent sleep, changes in
appetite, forgetfulness, etc. can also show themselves.
As a result, it is in your best interest to receive critical
incident stress support when warranted
• The program works best soon after the occurrence.
Waiting or trying to determine if you need it or not only
decreases the effectiveness of support
• Receiving critical incident defusing is strictly voluntary
• In some cases, following critical incident stress
debriefing, a recommendation may be given to an
Operator to follow up by seeing a counsellor with
the Employee-Family Assistance Program (EFAP), if
applicable

About the “Defusing” process (this can vary with each
workplace):
• Typically, the meeting takes about 30-45 minutes and
you are not expected to continue working your shift after
your meeting. There is no loss of pay as a result
• The process involves simply describing the events of the
incident and any stress responses you are experiencing.
The “Defuser” then provides you with information on the
types of reactions you could experience later together
with some helpful strategies for ensuring rapid and full
recovery
• The session is conducted by a volunteer “Defuser” who
has been carefully selected from the general workforce,
and fully trained by the EFAP (Employee-Family
Assistance Program) to assist you
...Cont’d
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• The meeting is conducted in private and is entirely
confidential. Both the Employer and Union fully support
the program and have guaranteed not to intrude on
the “Defusing” or attempt to discover what was said by
anyone. In other words, there will be no Supervisors,
Job Stewards, or other officials present and the meeting
is strictly “unofficial”
• No notes are taken and only employees directly involved
in the incident can attend. If you have remaining
questions or concerns, the “Defuser” is happy to answer
them before the meeting begins

Other Resources
• www.bctransit.com/sst
• This online training resource library has been created
to share resources and promote communication
among BC Transit Staff and its partners. It features the
following:
−−Documents
−−Links
−−Presentations
−−Programs
−−Videos
−−Contact Info
• www.ppconline.info
• This is our Employee and Family Assistance Program
online contact.
−−Username: healthy
−−Password: living
• www.worksafebc.com
• www.ccohs.ca/oshanswers/psychosocial/violence.html
• Canadian Centre for Occupational Health & Safety
• www.workplaceviolence.ca
• Canadian Initiative on Workplace Violence
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Workplace violence is an unfortunate reality, often
sensationalized by the media, and can have devastating
effects on those victims in the workforce and their
families.
This program is designed to reduce the likelihood of
violence for employees of BC Transit. BC Transit has
established procedures for you to follow so that the
effects of violent incidents can be minimized.
This guide is a pro-active reference for responding to
workplace violence and is intended to supplement BC
Transit policy and the BC Transit Workplace Violence
Presentation. Each tab outlines some key points to
consider and use for assistance. The information can
useful for work or at home.

No matter what the crisis, THINK
before you ACT, then act swiftly
to minimize your risk.

Please read this guide thoroughly and review it from
time to time, to fully familiarize yourself with the
resources and support available at your worksite. If you
have any questions or require clarification, consult your
Supervisor.
Contact your Supervisor for further information or
training on violence in the workplace and other safety
procedures.
The more you are prepared, the better you can act to
minimize the effects should a violent incident occur.

