


Karen Armstrong’s Safety Strategies was founded by Karen Armstrong in 1994 
as a specialist training service for personal protection skills. The basis of Safety 
Strategies training programs is to teach participants to prevent, avoid, and defuse 
potentially violent situations. Physical protection skills are considered a last 
resort and participants are taught how to use them if necessary within a legal and 
professional framework.

The foundation of Safety Strategies’ training approach
 

How we work ─ our methodology
Following a comprehensive consultation with a client, we will design and 
develop a high-quality, custom-tailored training program which is already 
mapped to several industry training packages. Safety Strategies’ training 
fulfills the requirements of relevant units of Australian state and nationally 
accredited packages. Training can also be mapped to the specifications of 
each organisation’s learning and development, policy and industry contract 
requirements.

Why work with us?
Specialised expertise in safety strategies training
Safety Strategies has a proven track record in designing and delivering workplace 
violence prevention training programs to public and private sector organisations 
across Australia.

Reputable, highly skilled accredited certified instructors
Karen Armstrong, Director and Principal Instructor, has over 15 years experience 
in workplace training and 25 years experience in designing personal safety 
training programs. Karen has worked with VETAB to support applicants in 
preparing for training accreditation submissions. All other Safety Strategies 
instructors are experienced, certified trainers.

Proven processes and methodologies
Our technical approach leverages an innovative mix of individualised attention, 
realistic scenarios and compliance with legal guidelines; every session is 
tailored to the individual needs of each group of participants to ensure that their 
precise learning needs are met. Safety Strategies’ training program is widely 
acknowledged as a high-standard solution for dealing professionally with violent 
and aggressive behaviour and recognised as the benchmark for personal safety 
skills.

Compliance with Occupational Health & Safety (OH&S) legislation
Safety Strategies works in partnership with employers to assist them to fulfil 
their requirements to ensure the health, safety and welfare of staff in a manner 
consistent with OH&S legislation thereby reducing the incidence of stress, 
assault, injury and claims from violent and aggressive situations.

Our quality guarantee
Safety Strategies applies internal benchmarks and a program of continuous 
improvement to ensure the highest quality training service is delivered to 
obtain maximum results for clients and participants. We guarantee the design 
and delivery of the most effective training programs, as well as thoroughly 
substantiated learning outcomes to meet your goals.

Positive results for both employers 
and employees

Participants learn to:
•	 avoid confrontation
•	 manage aggressive behaviour
•	 prevent assault through a complete 

package of personal protection and 
customer service skills

•	 improve  confidence, awareness and the 
ability to remain calm and in control in 
threatening situations.

In addition, there is evidence of boosted 
staff morale, productivy and goodwill. Our 
measurable key performance indicators reflect 
reduced staff incidents, reduced customer 
incidents and increased safety culture.



Karen Armstrong’s Safety Strategies delivers high quality customised 
workshops to suit every organisation’s specific environment and 
requirements. 

As part of our approach to design and deliver the most suitable 
training program to your organisation, we follow a very thorough  
process to ensure your needs are met to achieve expected 
results.

Modified workshop and training programs are available on 
request, as we can apply material from our extensive theoretical 
and practical background in safety strategies to any specialised 
brief. All presentations are tailored to the precise needs and 
interests of each audience. 

One-day workshops
6-hours
Dealing Professionally with Aggressive Behaviour
This workshop focuses on a tailored range of strategies to 
control workplace violence risks that are specific to the client. 
This includes modules that show employees how to deal with 
customers politely, how to deal with complaints using positive 
listening and to be aware of signs of escalating behaviour.All 
modules in Safety Strategies training, including the practical 
components, focus on non-violent responses to threatening situations. This 
workshop is suitable for any organisation keen on keeping its workforce safe and 
reducing workplace safety incidents, as well as workers compensation claims.

Two-day workshops
12 hours
Developing & Applying Personal Safety Strategies
This workshop allows higher levels of risk to be addressed, especially where 
enforcement is required as part of employees’ position description. The two-day 
workshop is recommended for personnel who work in high risk compliance and 
regulatory roles.

Refresher workshops
We offer half-day and full-day refresher workshops to suit organisations’ needs. 
We will tailor a refresher program based on your staff’s specific conditions and 
safety requirements.

Let us help you!

Prevention of assault and critical incidents 
makes good business sense, and in any 
industry where there is public contact or 
personal interaction, there is always the 
possibility of aggressive behaviour. Whilst 
threatening behaviour and verbal abuse 
do not always result in physical injury, 
the ensuing stress can result in workers 
compensation claims exceeding those for 
physical incidents. Training is one of the vital 
factors in pro-active risk management. 



Dealing Professionally with Aggressive Behaviour

Purpose and who can benefit
This training is designed for staff whose roles 
place them in contact with unpredictable, 
challenging and aggressive behaviour 
from customers/clients and the public. It is 
especially suited to frontline public contact 
staff working in customer service roles.

Overall learning outcomes
•	 Prevention – forward planning strategies
•	 Awareness – risk management skills
•	 Avoiding conflict – safe exit skills
•	 Defusing – conflict resolution
•	 Remaining calm – maintain perspective
•	 Remaining in control – focus on desired 

outcome
•	 Confidence – positive self assurance
•	 Professionalism – high level customer 

service practices

Workshop topics and modules
All Safety Strategies training programs 
incorporate a tailored range of strategies 
to control workplace violence risks that are 
specific to the client. 

Competencies
By the end of the one-day workshop 
participants will be able to:



Physical protection is considered  
a last resort. Protective structures 
are learnt that enable participants  
to minimise physical injury within a 
legal and professional framework.

Purpose and who can benefit
Safety Strategies’ two-day workshop is recommended for personnel who work in 
compliance and regulatory roles. 

The two-day workshop allows higher levels of risk to be addressed, especially 
where enforcement is required as part of employees’ position description.

Overall learning outcomes
As in the one-day workshop, participants develop and practise a wide range of 
personal safety strategies, incorporating professional communication skills that 
result in increased levels of work performance and confidence. 

Through a combination of theory and practical skills, participants  learn how to 
prevent, avoid and defuse potentially dangerous situations. 

In addition to all the skills covered in the one-day workshop, participants learn 
how to:
•	 Apply physical protection skills within a legal and professional framework to 

challenging and critical incidents
•	 Identify and work within the limits of authority and responsibility of regulatory 

and compliance duties
•	 Identify and apply a range of responses to prevent, avoid, defuse and protect 

from multiple aggressors
•	 Identify and apply a range of strategies to prevent, avoid and defuse an attack 

with a weapon

Competencies and workshop topics
In addition to all modules covered in our one-day workshop, the following topics 
are covered:
•	 Authority-responsibility audit
•	 Environmental risk audit
•	 Group aggression
•	 An armed attacker (excluding firearms)

Developing and Applying Personal Safety Strategies



Dealing Professionally with Aggressive Behaviour

“Most important thing 
learnt was to remain 
calm and in control 
of the situation. Very 
good instruction. 
Instructors had a very 
good understanding of 
the job and potentia l 
hazards.”

Purpose and who can benefit
Safety Strategies’ one-day refresher training program is designed to revise the full range of skills 
for dealing professionally with aggressive customers that participants have covered in their initial 
training. 

Learning outcomes
•	 	Revise and consolidate safety strategies 
•	 	Enhance confidence and professionalism

All refresher training is customised to each client’s specific needs.
 
At the request of the NSW Roads & Traffic Authority, this workshop was mapped to relevant units 
in the Public Service Training Package.

Workshop topics and modules
All Safety Strategies training programs incorporate a tailored range of strategies to control 
workplace violence risks that are specific to the client.

““I learnt that image and 
negotiation skills come 
f irst in all instances” 

“I am pleased with the 
opportunity to reinforce 
that a professional 
attitude and correct 
procedures should be the 
best preventative measure.”



““I continue to receive feedback from 
many of my staff members regarding 
their improved conf idence towards 
undertaking their job, and improved 
awareness and prevention strategies 
whilst undertaking their crime scene 
investigations.” 

Lindsay Spence
Senior Scene of Crime Officer  

Forensic Services Group
NSW Police

““The training course has been of great 
benef it in improving not only the self 
defence skills of the revenue protection 
off icers but in improving the conf idence 
and professionalism of the off icers when 
performing their duties.”  

Paul Welzel
Manager Revenue Protection

State Transit Authority of NSW

Safety Strategies’ esteemed clients include Australian Government departments 
and agencies, private companies, industry associations, registered training 
organisations, industry skills councils, WorkCover, and unions.

Transport Industry
Over 8,000 bus drivers and revenue protection officers have been trained since 
1996 in major bus and rail companies. 

Local Government
Training has been conducted for Rangers, Parking Officers, Planning Officers, 
Health Inspectors, Maintenance Personnel and Customer Service staff since 
1995.

NSW Police Force
Safety Strategies conducted 20 workshops for Scene of Crime Officers within 
the Forensic Services Group since 2004. Safety Strategies’ training has been so 
effective in risk management that it was made compulsory for all new personnel.

Roads & Traffic Authority
Safety Strategies conducted 90 workshops for a range of compliance and 
customer service personnel at RTA since 2002, including regular refresher 
programs.

Disability Services
Safety Strategies has trained support workers from Ageing Disability and Home 
Care and a wide range of other organisations since 1998. Over 2000 people 
working in residential, day programs and field work have been trained with 
documented results in assault prevention. 

Health & Community Services
Over 60 workshops have been conducted for a wide range of NSW Health staff 
since 1996, including nursing, administrative, managerial, ward orderly and 
security personnel. All participants gained skills to enhance their confidence and 
professionalism, when dealing with aggressive behaviour.

WorkCover NSW
Safety Strategies conducted training for 230 managers and frontline inspectors 
at WorkCover NSW to support the introduction of policy on Dealing with Violence 
and Aggression in the Workplace.

A more detailed list of clients is available from Karen’s website, relevant to 
specific industry ‘Case Studies’.



“I feel that the workshops have given my staff confidence in their own ability 
to handle difficult situations and given them the skills to be more aware of 
themselves and their environment. I would highly recommend the workshop and 
Karen’s ability to provide this training to the disability field.”  

Jackie Romein,  CEO
Flintwood Disability Services

“As Nurse Unit Manager for the Mental Health Unit, and having attended the 
course, I would highly recommend Karen Armstrong’s Personal Safety Strategies 
to any organisation who have an interest in providing safety education for their 
staff members.”  

Rhian Davies
Liverpool Health Service

“The training has been relevant and well-presented, and compatible with 
Council’s philosophy of service rather than enforcement. As well as providing 
the skills for self protection it has been of tremendous help in building a well-
balanced, confident team.”  

Charles Watson, Manager Ranger Services
North Sydney Council

“The benefits of Karen Armstrong’s Personal Awareness Safety Training have 
dramatically reduced the incidence of passenger assaults on Bus Operators, 
which in turn has resulted in a significant reduction in Workers Compensation 
Claims.”  

Patricia Ryan, Divisional President
Rail Tram and Bus Industry Union (NSW Branch)

“The Safety Strategies program provides an opportunity for individuals across 
many sectors of the Transport & Logistics Industry to be provided with key 
personal protection strategies, ultimately enabling participants to deal with a 
variety of situations they may encounter, rather than a theory-based approach 
that does not allow for confidence and practical application to be developed. I 
was extremely impressed with the professionalism and flawless presentation that 
enabled participants to fully understand and retain these vital skills.”  

Deborah Joyce, Executive Officer
Transport & Logistics Industry Skills Council

“This two day course is the best training I have ever undertaken while at 
WorkCover. It was very relevant, very professionally presented and well received 
by all participants I have had contact with. All other people I spoke to about 
this course have been very impressed with it. I must commend whoever was 
responsible within WorkCover for organizing this group to present this training.”  

Paul Covi Inspector
WorkCover NSW

“A succinct, well-developed and relevant 
program that included very high levels 
of staff participation, while progressing 
through clearly identif ied learning 
modules. Staff agreed unanimously 
that the training was greatly needed 
and highly relevant. Staff also printed 
out the main whiteboard details from 
the workshop and posted them in the 
off ice and recreation room for reference 
– this is an unusually positive response 
to a training session of any sort! Staff 
are noticeably more conf ident due to 
the awareness and skills learnt at the 
workshop. I feel equally more conf ident in 
their ability to maintain self protection 
and deal safely with aggressive and 
threatening behaviours.”  

Bernard Morris
Ranger-in-Charge (Rural Region)

ACT Parks, Conservation and Lands

Letters of reference are available from 
Karen’s website under the tab “Our Clients - 
Reference letters”



Karen Armstrong’s Safety Strategies has been training council personnel for over 
15 years, with outstanding results in assault prevention. 

Our clients
•	 North Sydney Council
•	 Gold Coast City Council
•	 Council of the City of Sydney
•	 Parks Conservation & Lands

•	 Brisbane City Council
•	 Environment Protection Authority
•	 Ku-rin-gai Council
•	 Mosman Council

Risk profile
All of our Local Government clients needed assistance in training front line staff 
and managers who worked in mid-high risk work environments, so they could be 
better equipped to handle  threatening situations professionally and confidently.

Our solution — effective, hands-on workshops
Safety Strategies conducted one to two-day workshops in ‘Developing Personal 
Strategies for Dealing Professionally with Aggressive Behaviour‘ tailored to suit 
each organisation’s specific staff group needs, as well as refresher courses to 
reinforce techniques learned.

The results
North Sydney Council hired Safety Strategies to run over 20 workshops 
focussing on the personal safety needs of Rangers and Parking Service Officers. 
Participants have also included Customer Service, Library, Planning and 
Environmental Health personnel.

99% of participants rated the training program as Excellent / Very 
Good
•	 “The best course for our job.”
•	 “These skills help me to do my job better and present a professional outfit.”
•	 “These skills build the awareness to prevent a situation occurring. This will 

help to make my duties easier.”

Gold Coast City Council invited Safety Strategies to conduct a Pilot Program in 
February 2010. Following this program, Safety Strategies was invited to respond 
to a Tender, and was awarded this Tender in September 2010.

Initially, the Gold Coast City Council intended to run a 4-hour program, but 
following the one-day Safety Strategies Pilot Program, they realised that the full 
range of skills were needed, and could not be adequately covered in a shorter 
program. Thus they decided to run one-day workshops for most personnel, 
but also extended the training to 1½ day workshops for some of the higher risk 
groups where enforcement is an integral part of the role.

Forty (40) workshops have been run to date for a wide range of Council personnel 
including City Parking, City Cleaning, Environmental Health, Development & 
Compliance, Local Law, Animal Management and Library Services.

Training design focussed on:
•	 Identifying occupational violence in the workplace
•	 Employing de-escalation techniques
•	 Completing follow-up activities, including reporting and post incident support 

services



The Council of the City of Sydney’s Pilot Program for personnel from several 
divisions including Rangers, Licensed Premises and Cleaning/Maintenance 
teams was conducted in June 2009. Safety Strategies was subsequently awarded 
the contract for both initial and refresher training in 2011.

100% of participants rated the Pilot training as Excellent / Very Good

One participant stated that the training would have enabled her to prevent an 
assault where an aggressive person grabbed her and pushed her off a property 
that had a ‘stop work’ notice on it.

““These skills give me conf idence and help me to be calmly assertive and 
professional.”

Parks Conservation and Lands workshops for Rangers, Parking Officers, and 
Maintenance Personnel were conducted from December 2009 and are ongoing.
100% of participants rated the training program as Excellent / Very Good

All participants reported that the training was effective in providing strategies for 
preventing violence and for instilling confidence when dealing with threatening 
situations.

“I know what to do, how to calm the situation down, know what say. I’m 
very aware of my own personal space and the range when they become 
aggressive. Everyone should do your training.”

Survey results
Karen Armstrong’s Safety Strategies training workshops on “Developing Personal 
Safety Strategies for Dealing Professionally with Aggressive Behaviour” have 
been delivered to Local Government personnel since 1995, with outstanding 
results in assault prevention and professional service delivery.

Whilst the cost of workplace stress and injury is most easily measured in time 
lost and the dollar value of workers compensation claims and premiums, the 
effectiveness of workplace training may be assessed by the reduction of these 
statistics in conjunction with an increase of workforce confidence and morale.

The results of a survey conducted on Rangers, Parking Officers and Compliance 
Officers 12-18 months after attending their initial Safety Strategies’ training 
highlight the role of effective workplace training within an organisation’s OH&S 
strategy to maximise the safety and wellbeing of its personnel exposed to direct 
contact with occupational violence.
	
Our survey revealed three significant aspects of the effectiveness of Safety 
Strategies training:
•	 The relevance of the skills learnt to the work environment
•	 The ability and ease to apply the skills on the job
•	 The confidence developed by participants that they have these skills 

available.

The following survey results were reported:

100% of participants reported they:
•	 felt more confident
•	 were clearer on what steps to take if 

threatened
•	 could provide better service delivery to the 

public
•	 gained personal or professional esteem
•	 had a greater awareness of their own 

emotions
•	 had used the defusing skills learnt in the 

workshop
•	 felt safer after participating in the training
•	 improved their professional image
•	 are calmer when defusing aggression
•	 are less stressed at days’ end
•	 are able to use the skills in their personal 

lives
•	 have used the body language strategies.

89% of participants reported they:
•	 felt safer after participating in the training
•	 improved their professional image
•	 are calmer when defusing aggression
•	 are less stressed at days’ end
•	 are able to use the skills in their personal 

lives
•	 have used the body language strategies.

56 % of participants had encountered 
aggression since attending training
Participants reported a number of incidents 
involving aggressive verbal abuse. One 
Parking Officer was working with a colleague 
at night when they were abused by an alcohol 
affected member of the public. As he saw the 
situation escalating, he was able to calmly 
and confidently defuse the situation using 
the physical communication structures and 
redirect the aggressor away from them.



Karen Armstrong’s Safety Strategies has been training transport personnel for 
over 15 years, with outstanding results in assault prevention. 

Our clients
Safety Strategies has provided training to over 7,000 NSW State Transit 
personnel and 2,000 private bus industry drivers for more than 20 companies 
since 1994. 
•	 State Transit Authority of NSW
•	 Sydney Ferries
•	 Country Link
•	 Busways
•	 Hillsbus (formerly Westbus)
•	 Veolia
•	 Forest Coachlines
•	 Shorelink
•	 Punchbowl Bus Company
•	 Deane’s Transit Group

•	 Dion’s Bus Service Blue 
Mountains Bus Company

•	  Shoal Bus Company
•	  Hopkinsons
•	  Jones Brothers
•	  Berrima Buslines
•	  Redbus
•	  Coastal Liner
•	  Port Stephens Coaches

Refresher programs have been custom designed to address the specific needs of 
employees working in high risk environments and duties.

Risk profile
Bus drivers in their front line role of providing transport are dealing with a wide 
range of people. In their daily work, their safety can be compromised by:
•	 Aggressive passengers
•	 Drug / alcohol affected passengers
•	 Mentally unstable passengers
•	 Isolated / high risk areas
•	 School students’ disruptive behaviour
•	 Attack with a weapon
•	 Objects thrown at bus

•	 Late running
•	 Conflict over fares
•	 Unpredictable attack
•	 Working late at night
•	 Enforcing rules
•	 Robbery
•	 Road rage

Safety Strategies’ training gives bus drivers the skills to prevent, avoid and defuse 
these situations, and as a last resort, teaches the use of physical protection skills 
within a legal and professional framework.

Our solution 
1. Effective, hands-on workshops
In Safety Strategies’ workshops, participants:
•	 Learn communication skills to provide high levels of customer service
•	 Increase their awareness to identify early warning signs
•	 Learn conflict resolution skills to defuse aggression
•	 Learn how to remain professional, calm and in control, and follow 

organisational policies
•	 Learn physical protection skills within clear legal guidelines
•	 Learn how to integrate customer service and personal protection skills 

seamlessly.

2. Mapping to Transport and Logistics Training Package
Safety Strategies’ workshops are structured on a competency based format. In 
its standard format of 9 modules over 6 1/2 hours, ‘Developing Personal Safety 
Strategies’ provides complete coverage of TLIO 1207C ‘Managing unlawful and/
or disruptive behaviour’. 

With the addition of an extra module for each, the workshop can provide coverage 
of the following units:
•	 TLII 907C – Provide on-board services to customers
•	 TLII 207D – Apply customer service skills
•	 TLIF 1907B – Ensure a safe on-board passenger and working environment
•	 TLIF 107C – Follow OH&S procedures.



“I escaped serious inju ry directly due to 
several points I had learned from your 
training . . . .when the attack did occur, 
my block was fast and effective in spite 
of the brevity of the drilling we did.”

(Passenger attempted to strike driver to head 
with a ‘cosh’ of billiard balls in a sock)

“‘These skills will help me on the job to 
be more patient, in control, conf ident 
and able to defuse a situation. Excellent 
presentation and techniques.”

“If I had not done this course, I would 
not have known what to do or saw the 
problem coming.”

(Passenger attempted to strike driver to the 
head with a beer bottle)

The results
Transport organisations benefited in many ways with measurable results in the 
following areas:
•	 Compliance with Occupational Health & Safety regulations
•	 Reduction in ‘time lost through injury’ – both physical and stress related
•	 Transport and Logistics Training Package requirements
•	 Industry contracts
•	 Industrial relations
•	 Improved staff morale, absenteeism and turnover
•	 Positive public image and goodwill
•	 Excellent customer service
•	 Cost savings

Prior to the introduction of Safety Strategies’ training in 2005, one company 
had 9 workers compensation claims per annum from assault. This was 
reduced to ZERO as a direct result of the training. With an average claim 
cost of $36,000, the savings was in the vicinity of $324,000. Safety Strategies 
training was conducted as part of a comprehensive OH&S campaign for 
over 30 bus drivers in a high risk area working late at night dealing with large 
groups of drug & alcohol affected passengers. The complete cost of this 
training, including wages and venue, was significantly less than one recent 
stress/assault claim.

Survey results
Over 50 bus drivers were surveyed 8-10 months after they had attended Safety 
Strategies’ training. Many participants reported that being safe when dealing 
with violent or aggressive passengers was a concern when taking on this new 
vocation. Most participants are initially doubtful about their ability to protect 
themselves in the bus cabin when attending the workshop. 

One participant’s comments and sentiments were echoed by many:

“When I started, I was scared, but after the training, I’m conf ident now 
because I know what to do.” 

100% of participants reported they:
were clearer on what steps to take if threatened.

98% of participants reported they:
•	 felt safer after participating in the training
•	 felt more confident and improved their professional image

They were overwhelmingly supportive about the preventative value of this training 
in their daily work. Drivers who can handle challenging situations confidently 
provide a safe and effective service for passengers and the community. Effective 
safety training is an essential part of attracting and retaining a skilled workforce.



Karen Armstrong’s Safety Strategies has been training disability support workers 
for over 15 years, with outstanding results in assault prevention. 

Our clients
•	 Ageing Disability and Homecare
•	 CareSouth
•	 Castle Personnel
•	 Crowle
•	 Flintwood Disability Services
•	 Holdsworth
•	 Interchange
•	 Liverpool Health Service

•	 Minimbah
•	 Ningana
•	 Northcott
•	 Northside
•	 Seton Villa
•	 St George IDF
•	 WAALCA
•	 Woodville Community Services

Risk profile
In their daily work, disability support workers may encounter aggressive behaviour 
ranging from verbal abuse through to physical assault.

•	 Residential, community, day programs, workplace
•	 Challenging behaviour
•	 Unpredictable attacks
•	 Aggressive clients
•	 Verbal abuse
•	 Conflict between clients
•	 Outings, travelling in vehicle
•	 Objects thrown, attacks with ‘weapon’

While this may be only a minority of the clients they deal with, it is important 
to equip staff with the skills to deal with these situations confidently and 
professionally so they can do their job effectively and go home safely at the 
end of the day. Safety Strategies has trained over 2000 frontline support staff 
in this uniquely practical approach that reflects best practice orientations and 
incorporates person-centred positive behaviour support practices. This training 
provides a seamless integration between the highest levels of client service and 
personal protection, and is consistent with ADHC Policy and Practice guidelines.

Our solution — effective, hands-on workshops
Safety Strategies conducted one to two-day workshops in ‘Developing Personal 
Strategies for Dealing Professionally with Aggressive Behaviour‘ tailored to suit 
each organisation’s specific staff group needs, as well as refresher courses to 
reinforce techniques learned.

Disability services personnel learnt how to prevent , defuse and protect 
themselves from a full range of challenging behaviours including biting, 
scratching, punching, grabbing, hair pulling, pinching and kicking.

Safety Strategies’ workshops covered:
•	 Risk analysis
•	 Foundation elements of personal safety
•	 Physical protection skills
•	 Legal guidelines of self defence
•	 Early warning signs of aggression
•	 Positive body language
•	 Effective verbal responses
•	 Professional image
•	 Summary and application of strategies

‘Best skills I have learnt out of any course. 
I have learnt how to prevent myself from 
being attacked. I liked the way the 
workshop integrated the psychological 
and physiological aspects of safety.’

“These skills show you how to defuse 
situations with respect and dignity 
towards our clients.”

Behaviour support — a practical approach to dealing with challenging behaviour



The results
Cost savings and improved OH&S risk management
Prevention of assault and critical incidents makes good business sense, and 
in disability services, there is often the possibility of aggressive behaviour. 
While threatening behaviour and verbal abuse do not always result in physical 
injury, the ensuing stress can result in workers compensation claims exceeding 
those for physical incidents. Training is one of the vital factors in pro-active risk 
management.

Safety Strategies’ training delivered unmatched cost effectiveness. It enabled 
disability organisations to fulfil their OH&S requirements to address the risks 
faced by support workers.

One of the disability services organisation Safety Strategies assisted had eight 
workers compensation claims from assault in the year before Safety Strategies’ 
training commenced. This was reduced to ZERO in the following years as a 
direct result of the training. This organisation also received substantial reductions 
in their workers compensation premiums as result of this reduction in claims. 
Although their injury rate has substantially reduced, their reporting rate for 
incidents has gone up because staff feel confident and trusting about the benefits 
of reporting.

Other benefits included:
•	 Reduction of time lost through injury and workers compensation claims
•	 Staff who are trained effectively remain calm and professional in challenging 

situations
•	 Increased morale, confidence, productivity and goodwill
•	 Better trained personnel are less likely to be traumatised by aggressive 

incidents, thus reducing absenteeism, stress leave and staff turnover

Evidence of transfer of skills to workplace
•	 “I had a client approach me aggressively and with the simple action of flowing 

hand movements and soft gestures was able to redirect straight away.”
•	 “‘A client approached me, he was signing home. (At this point, client will 

generally hit out at staff.) By using the prayer hand position, I was able to 
redirect him. Other staff members have also had success with this technique.”

•	 “Client was surprised at his inability to hit me and simply gave in after 2 
attempts.”

•	 “I learnt that most difficult situations (abuse, assault) have a suitable way to 
handle them and thus avoid injury. Very valuable information.”

•	 “I now feel confident that I will respond in a legal, ethical way in the event of 
an attack so the chance of anyone being hurt is minimised.”

Survey results
Safety Strategies has conducted several surveys 6 – 12 months after staff were 
trained, to find out how the skills are being transferred into the workplace.

•	 100% were able to identify early warning signs.
•	 100% have used the positive body language strategies.
•	 100% felt they could provide a better service delivery to their clients.
•	 94% felt safer and more confident after participating in the training.
•	 92% were calmer when defusing aggression.

“The most important thing learnt is the 
peaceful safety strategies to use when 
there is a risk of a threat. Very grateful 
for the energy invested by the trainers.”



Following an exceptional career in the martial arts industry, Karen Armstrong 
established Safety Strategies in 1994 as a specialist training service provider in 
Dealing Professionally with Aggressive Behaviour. She has taught personal 
protection skills to over 30,000 people, earning an international reputation as 
a leading provider of specialised training in the prevention of aggression and 
violence.  

Her Safety Strategies training programs have achieved outstanding results 
in many industries, including local government, transport, health, community 
services and disability services, and are recognised as the benchmark of quality 
and effectiveness in this vital training niche.

Karen is also a consultant to a wide range of private and public sector clients and 
was recommended by VETAB to provide support to applicants in preparing for 
training accreditation submissions.

Prior to establishing her Safety Strategies business, Karen was National 
Manager of International Wing Chun Academy (Sydney and Adelaide). Under 
her management, this organisation rose to become one of the largest martial arts 
academies in Australia. Its membership increased 1000% and expanded from 
one centre to three State centres and over 40 branches.

Expert adviser in safety strategies
Karen’s extensive experience includes:
•	 25 years experience in personal protection training
•	 15 years experience designing and delivering workshops for dealing with 

violence and aggression in the workplace.

Karen’s core expertise
•	 Competency-based training
•	 VETAB accreditation
•	 AQF industry training packages
•	 OH&S and legal guidelines

Author of three acclaimed books
•	 Freedom from Fear - The Complete Guide to Personal Safety for Women: 

113 pages, 1994 ISBN: 1 86373 658 1, published by Allen & Unwin (new 
edition coming soon) 

•	 Wing Chun Kung Fu – An Effective and Logical Approach to Self Defence: 
115 pages, 1980 ISBN: 0 9594985 0 8, co-authored with Master Jim Fung, 
published by Armstrong & Fung 

•	 The Authentic Wing Chun Weapons – Butterfly Knives and Long Pole: 196 
pages, 1986 ISBN: 0 9594985 1 6, authors: Karen Armstrong and Master Jim 
Fung, published by Armstrong & Fung

Writer, Producer, Director of award-winning instructional DVD
Wing Chun Kung Fu (60 minutes): Distributed in Australia and New Zealand by 
Polygram Video, critically acclaimed and distributed in USA and Europe; this 
instructional DVD was awarded a 5-star rating by a leading international journal, 
and described as a ‘must see’.

Karen Armstrong
Director

Principal Instructor
Personal Protection Expert

Workplace Violence Prevention Specialist

Qualifications
•	 Certificate IV - Assessment & Workplace 

Training
•	 Certificate IV - Transport & Distribution 

(Road Transport)
•	 Certificate - Business Management, 

Australian Institute of Management, 
Sydney, NSW

•	 Graduate Diploma in Group Work and 
Counselling, University of Technology, SA 
(completed 50%)

•	 Senior First Aid Certificate (Current)
•	 First Class Honours Degree - Arts, 

Majoring in Philosophy, Flinders 
University, SA

•	 Bachelor of Arts Degree,  Melbourne 
University, VIC

•	 Certificate - Community Fitness 
Instruction, TAFE, Adelaide, SA



Timothy Kitto – Senior Instructor
Qualifications
•	 	TAE 40110 – Certificate IV in Training and Assessment (undertaking 

recognition of prior learning)
•	 	Certificate III in Fitness (Fitness Institute of Australia) (Aug 

2010)
•	 	Certificate II, III, IV in Sport & Recreation (coaching-

Specialising in Wing Chun Kung Fu) (Feb 2010)
•	 	Punchfit Trainer Course (Fitness Australia) (Nov 2009)
•	 	Senior First Aid Certificate.

Level of expertise
Design, delivery and assessment of workplace violence 
prevention training to a wide range of clients including NSW 
Police Service, State Transit Authority, Roads & Traffic 
Authority and numerous Local Councils

Jesse Russell-Williams – Assistant Instructor
Qualifications
•	 	TAE 40110 – Certificate IV in Training and Assessment  

(undertaking recognition of prior learning)
•	 	Certificate IV in Business Management
•	 	Qualified Assistant Instructor in Wing Chun Kung Fu
•	 	Certificate II in sports coaching
•	 	Senior First Aid Certificate

Level of expertise
Design, delivery and assessment of workplace violence prevention training to 
a wide range of clients including NSW Police Service, State Transit Authority, 
Ageing Disability & Homecare (ADHC) and numerous Local Councils

Siwathon (Bon) Jongworanon – Assistant Instructor
Qualifications
•	 	TAE 40110 – Certificate IV in Training and Assessment  

(undertaking recognition of prior learning)
•	 	Senior First Aid Certificate

Level of expertise
Design, delivery and assessment of workplace violence prevention training to 
a wide range of clients including NSW Police Service, State Transit Authority, 
Roads & Traffic Authority and numerous Local Councils. Prior to joining Safety 
Strategies, Bon was an Assistant Instructor at the International Wing Chun 
Academy for three years where he taught people how to defend themselves 
as well as how to improve their fitness. This involved studying the various 
components of exercise and practical teaching methods. He was also a volunteer 
at South Maroubra Surf Life Saving Club where he developed leadership skills 
through communication and teamwork.

“Our team operates on one strategy - we 
aim for constant improvement and to 
live up to our reputation of delivering the 
most effective personal safety training in 
the industry.”

Karen Armstrong, Director
Karen Armstrong’s Safety Strategies




