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Incident level descriptions

- Track the level of aggression

- How to differentiate between aggression and frustration

- How to flag a customer in your system that has 
displayed aggression previously ?

- Decide what is an acceptable level of 
frustration/aggression before intervention 

- What are your controls to mitigate aggression

- What are the emerging trends eg: is it the intensity of 
aggression or the number of aggression events 
increasing
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Summary
• Customer aggression events are increasing in intensity and volatility towards staff.  Across the banking 

industry we’ve seen increase in customer aggression of over 300% since COVID

• Mental unwellness has had a large impact to customer aggression incidents. A lot more reliance on social 
services and Police to help us deal with these customers. 

• Technology alone won’t keep you safe , training and situational awareness will is your Number 1 prevention 
measure.

• By rating the level of aggression you will be better equipped to deal with it. Use a matrix to determine what is 
the outcome for the customer, take out the guess work. 

• Get to the root cause of the aggression, track it, it will help you deal with prevention. 

• Balance the customer experience with security measures, find the right place to be for customers and staff 
safety.

• Practice your safety plan, plan for the worst and hope for the best – be prepared !


