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ZERO-TOLERANCE POLICY 

The Pall Mall Surgery operate a zero-tolerance approach to violence, aggression, abuse or harassment towards any of its staff, patients or visitors. 

At The Pall Mall we are committed to providing a safe, respectful environment under the Health and Social Carte Act 2008
Equality Act 2010 
Health and Safety at work Act 1974.

Violence or abuse against any members of staff will not be tolerated under any circumstance at the practice. 

This policy applies to all patient, relatives and carers, visitors, contractors and all staff clinical and non-clinical. 
It also covers behaviour in all forms of contact. Whether in person, by telephone, email, online or social media. 

What The Pall Mall deems as unacceptable behaviour and not tolerated are: 
· Physical violence or threats of violence 
· Verbal abuse, shouting, swearing, or intimidation
· Racist, sexist, homophobic, transphobic, or discriminatory remarks
· Sexual harassment or inappropriate behaviour
· Damage to property
· Persistent unreasonable demands
· Recording staff without consent
· Online abuse or harassment
Where unacceptable behaviour occurs, the practice will:
· Issue a verbal and written warning
· Ask the individual to leave the premises 
· Report the matter to the police if necessary 
· Remove the patient from the list – following the correct guidance 
· Allocate a patient to a special allocation scheme – Via local integrated care board if appropriate.
· Restrict communication with the practice to written only 

Immediate removal from the practice register may occur in cases of serious violence or threats. 
If a patient must be removed immediately NHS England guidance will be followed and the practice will make sure they proper documentation of incidents, a notice in writing would have been sent to the patient, the local ICB will be notified.  

Support will be provided for staff when necessary and the practice will: 
· Record and investigate all incidents 
· Support staff who experience any kind of abuse 
· Liaise with police where appropriate 
· Review security measure as required


The practice does recognise that some patients may display challenging behaviour die to health conditions such as Mental Health, Learning Disabilities, Dementia and communication difficulties and reasonable adjustments will be considered before any removal from the practice list is made. 

This policy will be reviewed annually by the practice management team. 
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