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Responding to Unauthorized Individuals and Non-Guests
Purpose
This Safe Work Procedure explains how to safely respond to unauthorized individuals or non-guests in guest or customer areas
This procedure supports employer and worker duties under the Workers Compensation Act.
Key Definitions
· Authorized Guest: A person allowed on the property as a registered guest, paying customer, or approved visitor.
· Unauthorized Individual: A person on the property without permission, who is not a registered guest, paying customer, or approved visitor.
· Concerning Behaviour: Actions such as loitering, soliciting, trespassing, verbal aggression, or violating the Code of Conduct that may cause safety concerns
Know Your Responsibilities
Employers Must
· Provide a safe workplace and equipment
· Identify, assess, and control hazards
· Train and supervise workers in safe practices
· Maintain SWPs, emergency procedures, and safety policies
· Investigate and report incidents
Workers Must
· Follow safe work practices and procedures
· Wear and use required PPE
· Report hazards or unsafe conditions
· Participate in training and drills
· Work safely to protect self and others
What Could Go Wrong?
· Emotional stress or fear for workers
· Disruption to operations or guest services
· Property damage or theft
· Harassment, intimidation, or workplace violence
Before You Start
· Be trained and authorized 
· Maintain high-visibility areas with lighting and trimmed landscaping
· Keep doors locked and secure; use barriers and fencing if appropriate
· Maintain clean loading areas and block unused alcoves
· Use signage, CCTV, and alarms to deter concerning behaviour
· Have a written Code of Conduct for guests
· Follow Workplace Violence Prevention Program guidance and training
Required PPE
· Communication device (radio, phone)
Safe Work Steps
	Handling an unauthorized guest
	After the situation is under control

	1. Observe from a safe distance; do not assume based on appearance
2. Note any concerning behaviour
3. Acknowledge presence to help deter lingering
4. If safe, approach and communicate politely
5. Offer help or directions if appropriate
6. Set boundaries clearly, refer to signage, and act as the “messenger”
7. Use de-escalation techniques 
8. If the individual refuses to leave, becomes aggressive, or the situation feels unsafe:
· Contact your supervisor or on-site security immediately
· Follow your workplace emergency protocol
· Call local police if needed
· Do not physically remove the person
9. If threatened or in immediate danger:
· Leave the area quickly and safely through the nearest exit
· Do not carry equipment
· Notify your supervisor, security, and 9-1-1 as needed
	1. Report the incident to your supervisor or safety contact
2. Debrief with involved staff and offer wellness support (e.g., Employee Assistance Program)
3. Complete an internal incident report with recommendations for prevention and response
4. Update risk assessments, controls, or training if needed


Special Considerations
· Situations may be unpredictable; always prioritize personal safety
· Work with security when possible
· Maintain situational awareness in all areas
In Case of Emergency
· Report hazards, incidents, and near misses immediately to your supervisor, Joint Health and Safety Committee, or Worker Health and Safety Representative (if applicable)
· Get first aid immediately for cuts or injuries.
Additional Safety Resources
WorkSafeBC: https://www.worksafebc.com/en/health-safety/hazards-exposures/violence 
go2HR: https://www.go2hr.ca/explore-all-resources/health-safety/violence-revention 
and https://www.go2hr.ca/explore-all-resources/health-safety/bullying-harassment-safety-talk-series-navigating-negative-interactions 
Canadian Centre of Occupational Health and Safety (CCOHS): https://www.ccohs.ca/oshanswers/psychosocial/violence/violence.html 
Vancouver Police Department: https://vpd.ca/crime-prevention-safety/business/ 
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