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The Groves Medical Group

Zero Tolerance Policy 

The Groves Medical Group strives to provide a high standard of care to all its patients and to treat all patients with dignity and respect. However it has become necessary to consider a plan of action when the doctor/patient relationship breaks down due to violence or any other unacceptable behaviour by a patient. It is sited that more problems in a practice are organisational than clinical.

What do we mean by zero tolerance policy?

In 2000 the Government initiated a “Zero Tolerance Zone” campaign in the NHS. It had two clear aims which we embrace wholeheartedly at the Practice:

· To make it absolutely clear to the public that violence against staff working in, and for, the NHS is unacceptable and the Government and the NHS have made a commitment to stamp it out; and
· To reassure all staff that violence/intimidation is unacceptable and is being tackled.
Is free patient care and treatment a right under the NHS?

Patients do have a right to medical care and treatment. If the practice is unable to provide this care for reasons of patient violence, it will have to be provided elsewhere. 

What is meant by violence?

The definition of work related violence is not subjective. 

Violence means:
Any incident where staff are abused, offended, threatened or assaulted in circumstances related to their work, involving explicit or implicit challenge to their safety, wellbeing or health.

What about people who are sick and just cannot control themselves?

The Group will treat each person with dignity and fully understands the limitations some illnesses can place upon patients. However it has a responsibility as an employer to its staff and to other patients. Every effort will be made by The Group to contain problems and to treat patients within the surgery but if these measures prove insufficient patients will need to be seen and treated elsewhere.

What has the practice done to minimise violence and intimidation?

It has conducted a risk assessment including considering the following:

· Is any doctor or member of staff alone with a patient in the building?

· Is the whereabouts of any individual in the practice clearly known at all times?

· Are staff working under pressure?

· Are the rooms suitable for purpose and equipped with alarms?

· Are staff on hand to promptly deal with patient queries?

· Are staff trained in talking to patients under the influence of drugs or alcohol?

· Do working arrangements provide support?

· What is a potential weapon and how can we ensure they are out of reach?

· Have staff received approved training on recognition, defusing skills, disengagement and immobilisation and do they possess the necessary interpersonal skills?

We have a direct link via our panic alarms with the police and can expect a 10 minute response.

How common is violence and intimidation in the practice?

Very few patients pose a threat of physical violence. However intimidation and threatening behaviour is slightly more prevalent. It has been a big enough problem to warrant our telephone recording system. Reception/administrative staff bear the brunt of patient aggression despite all decisions regarding the organisation of the practice being made as a team. In the last few years, two patients have been removed for unacceptable behaviour; one where police were called to remove a patient threatening to use a gun in the waiting room and another because of intimidation and bullying to our staff. Several patients have received a letter of warning. In some cases a particular plan for future care has been devised to minimise risk.

Does The Groves Medical Group have support in dealing with the violent patients?

· Under the Doctor’s new contract, NHS England is required to provide a secure environment for patients to be seen and treated who are unable to remain with our practice for reasons of violence;
· Our panic alarms are directly linked with the police;
· We have internal two way communication throughout the Practice.
What records does the surgery keep?

The practice keeps a “Conflict Book”. Staff are encouraged to write accounts promptly if they experience any kind of conflict which may escalate into a problem and to talk it over with a Senior Manager. Clinicians experiencing difficulty at consulting write a full account in the patient record and discuss with a Senior Manager.

The account contains the following:

· Details of the individuals involved;
· The cause of the incident and when/where it happened;
· Any injury/injuries suffered by the victims and any resulting absence;
· The action taken to prevent the incident occurring again; and
· Witnesses to the incident.
Who decides whether a patient is removed from the list?

Debriefing after a violent incident involves the whole team. The following issues are discussed:

· Alternative ways of seeing the patient in the surgery; and
· Behavioural approaches to engaging with the patient.
If after discussion any single member of staff feels unsafe enough that they want the patient removed from the list, then this takes precedence over anything else. If further explanation is necessary regarding this policy, please contact the Managing Partner. 

Zero Tolerance Policy
Staff treating patients have the right to work free from any threat or fear of abuse or violence.

The NHS nationally have agreed a Zero Tolerance Policy.  If any patient is abusive or violent towards any member of staff or any other persons on the practice premises, the practice retains the right to have the patient removed from our list.
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