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INTRODUCTION

The Ridge Medical Practice has a duty to provide a safe and secure environment for patients, staff, and visitors.
Violent or abusive behaviour will not be tolerated, and decisive action will be taken to protect staff, patients, or
visitors.

Those patients who, in the expert judgement of the relevant clinician, are not competent to take responsibility for
their actions will not be subject to this procedure.

The use of the policy will only apply to violent/ abusive patients and visitors who are aged 18 years and over.
All staff have a duty in the implementation of the policy.

BACKGROUND

There has been an increase in recent years in the level of violence, abuse and threats faced by staff, and sometimes
visitors and patients, within the NHS. There is widespread recognition among staff and management of an
outstanding need to tackle such behaviour effectively and a belief that fear of violence can seriously effect morale.
The practice has a statutory duty to provide a safe and secure environment for its staff and others, as well as a moral
duty to take reasonable steps to protect and support staff.

AIM

This policy is designed as an important step in improving the Practices’ ability to tackle incidents involving violence
and abuse. This policy details the behaviours that are unacceptable, and (where deemed necessary) the sanctions
available for management of such behaviour. In extreme or persistent cases of unacceptable behaviour, could mean
a patient being excluded from the practice.

This policy has been introduced in the context of the government’s Zero Tolerance initiative against violence in the
NHS.

UNACCEPTABLE STANDARDS OF BEHAVIOUR

The following are examples of behaviours that are not acceptable on the practice premises, or during visits to
patients’ homes:

e Excessive noise e.g., loud, or intrusive conversation or shouting

e Repeated or insistent points being made; not engaging with staff in a positive way; being pushy or trying to
intimidate staff

e Threatening or abusive language involving excessive swearing or offensive remarks

e Racial or sexual remarks

e Spitting

e Malicious allegations relating to members of staff, other visitors or patients
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Abusing alcohol or drugs whilst on Practice premises, (however all medically identified substance misuse will
be treated appropriately)

Drug dealing

Willful damage to practice premises, equipment etc.

Theft

Violence

Threats of violence and/or threatening behaviour

Any mention or display of any object that could be used as a weapon

It should be noted that violence can be either physical or non-physical as outline below:

PHYSICAL VIOLENCE NON-PHYSICAL VIOLENCE
Assault causing death Verbal Abuse
Assault causing serious injury Racial or Sexual Abuse
Minor Injuries Threats/Malicious allegations
Kicking Physical Posturing
Biting Threatening Gestures
Punching Abusive telephone calls
Scratching Threatening use of dogs
Use of weapons/missiles Harassment in all forms
Spitting Swearing
Sexual Assault Shouting

Name Calling

Bullying

Insults/Innuendos
SECTION 3

The following are sanctions that are available to be taken against visitors or patients who display the behaviours

detailed above.

Adult Patients

Following any incident, the Manager/Clinician will explain to the patient (either verbal or by letter) that their
behaviour is unacceptable and explain the expected standards of behaviour that must be observed in the
future.

If the behaviour continues, the Manager/Clinician will give a warning (either verbal or by letter), which
includes the consequences of further repetition

Failure to subsequently assist will result in the patient being removed from practice list. The practice may
request that the patient be placed on Bradford Districts CCG “Procedure of Care of Individuals who are
Violent and Abusive”. (Further details available upon request)

Staff faced with serious violence, abuse or threats are instructed to contact Police
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Although this procedure will be generally applied, there may be occasions where the Management Team feel that an
episode of behaviour is so serious that a patient will be removed from the Practice list with immediate effect.

Visitors

Visitors (unregistered individuals) who display any of the above behaviours will be asked to desist and offered the
opportunity to explain their actions.

Continued failure to comply with the required standard will result in the Manager or clinician being contacted.
The practice reserves the right to continue to exclude any individual from practice premises.
Police Involvement

If an incident is taking place and staff feel that a police presence is required, the Police will be called. The practice is
responsible for protecting staff and patients and therefore no hesitation will be made if Police presence is required.
If the patient has left the premises and there is no immediate danger the police will still be notified of the incident so
that it can be record for future reference.

Removal from the Practice List

Removal of patients from this Practice list is an exceptional and rare event. The Ridge Medical Practice must respect
the safety and well-being of their staff and patients, and if a patient at the surgery is unable to respect the staff and
treat them with courtesy then it is in the best interest of the patient in question and more importantly, our staff that
they register elsewhere. If the decision to remove a patient form the practice is made, NHS England will be notified
for the protection of other NHS staff members.

If a patient is removed due to the zero tolerance policy, they will be banned from entering the practice premises of
contacting practice staff in any way. Any clinical queries a patient may have once they are removed in this way
should be communicated in writing only.

Notifying the patient

The Practice will take immediate steps to contact the patient to inform them of the action being taken. The patient
will be informed in writing to their home address. Once the decision is made the deduction will not be revoked
under any circumstances, and the subject will not be entertained by any staff member and will be only considered as
harassment.

Removing other members of the household

Because of the possible need to visit patients at home it may be necessary to terminate responsibility for other
members of the family or the entire household. The prospect of visiting patients where a relative, who is no longer a
patient of the practice by virtue of their unacceptable behaviour reside, or being regularly confronted by the
removed patient, may make it too difficult for the practice to continue to look after the whole family. This is
particularly likely where the patient has been removed because of violence or threatening behaviour and keeping
the other family member could put the Doctor or staff at risk.



