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Today’s agenda

• The research team
• VARN

Who are we? 

• The scope of WVA
• The impact on employees and organisations

Setting the scene for work-related violence and aggression (WVA)

• Research with RT
• Preview of the guidelines

Best practice guidelines and the Retail Trust

Contact information and Q&A



Who are we? 

Professor Sheena Johnson
• Professor of Work Psychology & 

Wellbeing
• Studies well-being, stress, health, 

and violence and aggression

Dr Kara Ng
• Senior lecturer in organisational 

psychology
• Researches workplace 

mistreatment (bullying, 
harassment, aggression) and well-
being

Dr Lynn Holdsworth VARN
• Violence and Aggression Research 

Network

https://www.ashtoninstitute.ac.uk/research/networks/violence-and-aggression-research-network/
https://www.ashtoninstitute.ac.uk/research/networks/violence-and-aggression-research-network/
https://www.ashtoninstitute.ac.uk/research/networks/violence-and-aggression-research-network/


Getting to know you all :)
Scan the QR code OR enter following code on menti.com

www.menti.com
Code: 5850 2945

or

http://www.menti.com


Violence and Aggression 
Research Network (VARN)
• VARN is a collaboration between HSE and 

University of Manchester, hosted by Thomas 
Ashton

• A place for organisational/professional 
representatives across a variety of sectors 
to…

• Learn about and contribute to research
• Understand and raise awareness about work-

related violence and aggression
• Share practices on how to reduce and prevent 

violence and aggression



Work-related violence and aggression (WVA)

• The HSE defines work-related violence (WVA) as 
“any incident in which a person is abused, 
threatened, or assaulted in circumstances related to 
their work” by members outside the organisation 

• E.g. customers, patients, members of the public

• WVA has become an area of increasing concern, 
especially due to COVID lockdowns and cost of living 
crises

• British Retail Consortium: 1600 report incidents a day 
(2025/26) vs 455 incidents a day (2019/20)

• USDAW: 90% respondents verbally abused, 9% physically 
assaulted

• ACS: 40% increase in incidents, 1/4 involved weapons



The costs of WVA

• Academic research (including our own) has 
consistently shown that mistreated employees 
report… 1, 2

• Lower well-being, job performance, job satisfaction
• Greater burnout, absenteeism, turnover intention
• Disruption in both work and non-work well-being

• There is also a business cost – a recent report 
estimates that WVA costs UK retail >£235m/year3

• ‘Drip effect’ of sustained verbal abuse reported 
as most damaging

1: Baranik, L. E., Wang, M., Gong, Y., & Shi, J. (2017). Customer mistreatment, employee health, and job performance: Cognitive rumination and social sharing as mediating mechanisms. Journal of Management, 43(4), 1261-1282.
2: Wu, Y., Groth, M., Zhang, K., & Minbashian, A. (2023). A meta-analysis of the impact of customer mistreatment on service employees' affective, attitudinal and behavioural outcomes. Journal of Service Management, 34(5), 896-940.

3: https://www.talkingretail.com/featured/staff-abuse-costs-uk-retail-more-than-235m-per-year-analysis-shows-21-04-2026/ 
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Developing best practice 
guidelines
• Collaboration with Retail Trust over two projects:  

• (1) Researching the effects of WVA through member 
surveys

• (2) Developing best practice guidelines as part of 
their Let’s Respect Retail campaign

• Conducted professional interviews with 
members of RT’s campaign steering group to 
understand how their organisations experienced 
WVA, how they addressed it, any challenges 
faced, etc. 



     



Managing violence and aggression in retail: 
Best practice guidelines

• 28-page free report outlining …
• The challenges facing UK retail
• The impact of WVA on employees and staff
• Employers’ legal obligations regarding WVA
• Customisable retail tips
• Resources on raising awareness of, 

understanding, and tackling WVA 

• UOM collected and synthesised data 
from our interviews, VARN workshops, 
and surveys with RT members



RETAIL framework

• From our research, we created a mnemonic 
framework of practical tips for retailers to 
help to create lasting change in 
understanding and reducing WVA

• Many tips are adaptable to retailers of 
most sizes, budgets, sectors, and contexts 



RETAIL – 
Report



RETAIL – 
Learn



Resources

… and more

We provide linked resources from a 
variety of different sources 
(government, charity, advocacy, etc.) 



Thank you and 
please get involved! 

Scan this QR or click the link 
below to download the 
‘Managing violence and 
aggression in retail best 
practice guidelines’

Managing violence and aggression in 
retail | Customer resources | Retail 
Trust

Join our workplace violence and aggression research 
network (VARN)

Interested in participating in research with your 
organisation - Please contact 
ashton@manchester.ac.uk 

https://www.retailtrust.org.uk/helping-your-business/customer-resources/managing-violence-and-aggression-in-retail
https://www.retailtrust.org.uk/helping-your-business/customer-resources/managing-violence-and-aggression-in-retail
https://www.retailtrust.org.uk/helping-your-business/customer-resources/managing-violence-and-aggression-in-retail
https://forms.office.com/pages/responsepage.aspx?id=B8tSwU5hu0qBivA1z6kad535lh-Lfb5HuvJfjbMHumpUNThCUERJTTBWMlpHRDVGUjRRWEJYVE5PSSQlQCN0PWcu
https://forms.office.com/pages/responsepage.aspx?id=B8tSwU5hu0qBivA1z6kad535lh-Lfb5HuvJfjbMHumpUNThCUERJTTBWMlpHRDVGUjRRWEJYVE5PSSQlQCN0PWcu
mailto:ashton@manchester.ac.uk


Rm 6A.001, Core 1
Engineering Building A
The University of Manchester, Oxford Road, Manchester, M13 9PL

Contact Us

mailto:ashton@manchester.ac.uk
https://www.linkedin.com/company/thomas-ashton-institute
https://www.ashtoninstitute.ac.uk/
https://www.salient-hub.org/
https://bsky.app/profile/thomasashtoninst.bsky.social
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