
Protection of Workers Bill 

Pop Up Consultation 

Piazza Shopping Centre Paisley - 27 - 29 February 

 

Engagement colleagues from the Parliament's Community Outreach Team and 
Committee Engagement Unit carried out a 3 day "pop up" consultation with retail 
workers and shoppers on the Protection of Workers (Retail and Age-Restricted 
Goods and Services) (Scotland) Bill. 

Colleagues used a promotional space in the Piazza shopping centre in Paisley to set 
up an information stand and speak to the retailers and shoppers to gather their 
views. The Tesco Supermarket at the Silverburn shopping centre was also visited 
over a lunch break period to gather the views of the staff working there. 

In total 23 retail workers and 49 shoppers shared their views on the Bill. Below is a 
summary of the responses. A PDF of the worksheets used to gather views is at 
Annexe A.  

 

Do Retail Workers need more protection from abusive or threatening 
customers? 

 Yes No 

Retail workers 20 3 

Shoppers* 35 9 

*5 people answered don't know" 

 

Are there specific situations when retail workers face abuse from customers 
(e.g. when enforcing an age restriction)? (Retail workers only) 

Enforcing age restriction and challenge 25 policy was the most frequently mentioned 
example given by retail workers to this question but frustration by customers when 
returning goods, shoplifting and self scan/10 item check outs also caused abusive or 
threatening behaviour from customers. 

 

If there was a specific offence of assaulting, threatening or abusing a retail 
worker, would that make a difference and why? (Retail workers only) 

The majority of comments to this were supportive with most people thinking it would 
make people more aware of their behaviour, especially if it was publicised and 
enforced properly. A couple of people didn't think it would make a difference because 
the people who behave this way wouldn't care and someone else commented that 
everyone who works with the public needs protections and not just retail workers. 

 

There is currently a law against obstructing or hindering emergency workers. 
Would a similar law for retail workers make a difference and why? (Retail 
workers only) 



Retail workers were generally supportive of this saying that it can be a particular 
issue when working short staffed and that this is something that can then lead to 
further aggression. Specific circumstances include when prices are being reduced at 
the end of the day and customers start to squabble or when someone has been 
asked to leave but won't until the police arrive. 

Others thought it was less of an issue and that common law on assault and/or 
breach of the peace would be sufficient. 

 

If either of the above laws existed, would this make you more likely to report 
abusive behaviour and why? (Retail workers only) 

Most people suspected there would be an increased reporting of abusive behaviour 
but only if stores were able to display posters and the new laws were publicised 
enough to increase awareness. The support of store management was also seen as 
vital to empower people to report situations. 

Those who didn't think it would make a difference didn't think it would put people off 
and didn't think shop workers would have time to report it. 

 

Do retail workers need different protections from other workers and why? 
(shoppers only) 

Yes 13 

No 20 

Don't Know 1 

 

Most people disagreeing with this did so because they believed other industries also 
needed additional protection with the Hospitality industry being the most mentioned. 
Health workers, security staff, bank staff and teachers were also mentioned as facing 
potential abuse. 

 

Have you witnessed someone threatening or abusing a retail worker and what 
happened? (Shoppers only) 

Many shoppers had witnessed this type of behaviour before and the vast majority 
were examples of verbal abuse against shop staff. The situations that led to this 
abuse varied with examples of queue jumping, shoplifting, age restriction given as 
examples. 

 

If there had been a specific offence of assaulting, threatening or abusing a 
retail worker would that have made a difference and why? (Shoppers only) 

Yes 18 

No 7 

 



Many of the people who thought this would make a difference said that it would have 
to be backed up by publicity and signage/CCTV in the shops themselves. Those who 
felt it wouldn't make a difference said that the type of people who behave in this way 
wouldn't care. 
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