
Scenario- Violence involving Client (Third party) 
 
Omar has worked at the passport office in Edmonton for the last five 
years. 
 
The work is routine but he likes to work with the public. He has noticed, 
over the last two years, an increase in negative incidents with the public, 
mostly because of cutbacks which have drastically increased the waiting 
time for people in line as well as the time it takes to deliver passports. 
Over the last months, his colleagues have been insulted on a regular 
basis from impatient clients. 
 
Last Monday afternoon, Omar was serving a client who did not have all 
the necessary documentation to renew his passport. 
 
He advised him that he would need to return with the missing document 
at which time he took his old passport and threw it in his face and made 
a racist comment. He then left the passport office. 
 
Omar was shocked by this aggressive behaviour. 
 

Questions: 
 
1. What should happen now? Who receives the complaint? 
2. If an investigation takes place who should investigate? 
3. Is there the option for negotiated resolution or mediation? If so, who exercises    
that option? 
4. How should this person be selected for mediation and/or investigation? 
5. What advice and assistance should you offer to the affected member?  
6. What resolution options are available in this scenario? 
7. What should be the role of the workplace Health and Safety Committee upon 
the conclusion of the investigation? 
 
 
 
 
 
 



Scenario- Harassment in the Workplace 
 
Angelina has worked in Corrections for a number of years. 
 
Recently, there have been a few inappropriate incidences that have made 
Angelina very uncomfortable in the workplace. 
 
On one occasion, a superior performed a lewd dance in front of Angelina, and 
joked about her reaction. Others in the office laughed at this behaviour, but did 
not do anything about it to stop it. This made Angelina extremely uncomfortable. 
 
One a second occasion, the superior offered Angelina a back rub, which she 
quickly denied. The superior then made impropriate comments belittling Angelina 
for her response. 
 
In a third incident, the same superior had a graphic and extended conversation, 
within earshot of Angelina, about his wife’s potential cosmetic surgery, which 
Angelina found offensive and demeaning. 
 
These incidences caused Angelina great stress, and her care providers have put 
her off on an extended leave, in large part due to the employer’s lack of response 
to her concerns, and the fact the allegations were against her immediate 
supervisor. 
 
Questions: 
 
1. What should happen now? Who receives the complaint? 
2. If an investigation takes place who should investigate? 
3. Is there the option for negotiated resolution or mediation? If so, who exercises    
that option? 
4. How should this person be selected for mediation and/or investigation? 
5. What advice and assistance should you offer to the affected member?  
6. What resolution options are available in this scenario? 
7. What should be the role of the workplace Health and Safety Committee upon 
the conclusion of the investigation? 


