
Manager Script Sheet 
Interventions that can be used today 

 
 

 
 

How to use this card:  

Intervene early, stay calm and firm, support those affected, then document and 
escalate per policy. 

 

A) Inappropriate comment on a shared channel (radio/chat) 

i) Say (immediate): “I’m stopping that there. Our comms stay professional—no sexual or 
personal remarks. Let’s keep it workrelated.” 

ii) Why: Sexualised banter in shared channels can create a hostile work environment and 
breach the Fair Work Act/Respect@Work expectations. 

iii) Do (after): Check on anyone affected; note time/channel; escalate; consider a brief 
refresher in next toolbox talk. (The FWC upheld dismissal for ‘egregious’ sexual remarks over 
a two way radio where expectations and training were clear.) 

 

B) Customer aggression towards a team member 

iv) Say: “I’m stepping in. We’re here to help, but we won’t accept abusive language. We can 
continue respectfully or pause and reconnect later.” 

v) Why: Managing customer aggression is a recognised psychosocial hazard that requires 
controls beyond training (e.g., staffing, layout, clear escalation). 

vi) Do: Move the employee to safety; log the incident; review staffing/duress options for that 
time slot. 

 

C) Team member reports sexual harassment 

vii) Say: “Thank you for telling me. You’ve done the right thing. We’ll handle this confidentially 
and without retaliation. Here’s what happens next…” 

viii) Why: Sexual harassment is prohibited and employers carry a proactive duty to eliminate, 
as far as possible, harassment and hostile environments. 

ix) Do: Document factually; explain process/timeframes; offer support; keep the reporter 
updated; act consistently with policy. 
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D) Announcing a change (hours/tech/roles) 

x) Say: “We’re proposing this change and want your input before we finalise it. Here are the 
potential impacts and our initial controls. What are we missing?” 

xi) Why: Regulators expect early, genuine consultation and considered planning to manage 
psychosocial risks in change and restructures. 

xii) Do: Capture feedback; adjust controls; publish decisions; set a review date 
postimplementation. 

 

E) Postincident team reset 

xiii) Say: “Yesterday wasn’t okay. My job is to keep this environment safe. Here’s what we’ll 
change to prevent a repeat, and here’s how to raise concerns—without consequences for 
speaking up.” 

xiv) Why: Closing the loop and demonstrating control improvement is core to psychosocial 
risk management. 

 
Important: These scripts and guidance notes are practical tools to support confident, respectful 

intervention. They are not exhaustive and won’t cover every scenario or industry specific requirement. 
Managers should adapt and apply them in ways that reflect the unique risks, operational context and 

regulatory obligations of their workplace and sector. 
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