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Moatfield Surgery – Zero Tolerance Policy
Our Commitment to Patients
We are committed to providing safe, effective and compassionate healthcare to all patients.
We recognise that people may sometimes feel worried, frustrated, distressed, unwell or in pain when contacting the practice. We will always aim to listen, treat patients fairly and work together to resolve concerns wherever possible.
In return, we ask all patients, relatives, carers and visitors to treat our staff and other patients with courtesy and respect.
We operate a zero-tolerance approach towards violence, abuse, intimidation, harassment and threatening behaviour.
This policy applies to behaviour towards our staff, clinicians, contractors, other patients and visitors whether interactions occur:
· In person
· By telephone
· By email
· Through online consultation systems
· By letter
· Via social media
· Through a third party acting on a patient's behalf
What We Ask of Patients
We ask patients to:
· Treat staff and other patients with courtesy and respect.
· Follow reasonable practice procedures.
· Attend appointments on time or cancel appointments that are no longer required.
· Allow sufficient time for repeat prescription requests to be processed.
· Use NHS services responsibly.
· Raise concerns in a calm and respectful manner.
· Provide accurate information regarding their health and circumstances.
· Accept that clinical decisions are made by appropriately qualified healthcare professionals based on clinical need, professional judgement and national guidance.
Unacceptable Behaviour
The following behaviours are unacceptable and may result in formal action being taken by the practice.
Abusive or Offensive Behaviour
Examples include:
· Swearing directed at staff.
· Personal insults or name-calling.
· Mocking, humiliating or belittling staff.
· Offensive comments or gestures.
· Deliberately intimidating behaviour.
· Discriminatory comments relating to race, disability, religion, sex, sexual orientation, gender reassignment, age, pregnancy or any other protected characteristic.
Aggressive or Threatening Behaviour
Examples include:
· Shouting at staff.
· Banging on reception desks, doors or windows.
· Throwing objects.
· Aggressive body language.
· Threats towards staff, patients or visitors.
· Threats of violence.
· Threats to damage property.
· Behaviour that causes others to fear for their safety.
Violence
Violence will never be tolerated.
Examples include:
· Physical assault.
· Attempted assault.
· Pushing, grabbing or spitting.
· Deliberate damage to property.
· Carrying or displaying weapons.
· Any conduct causing staff or patients to fear immediate harm.
Violent behaviour may result in immediate police involvement and immediate removal from the practice list.
Harassment
Examples include:
· Repeated unwanted contact with staff.
· Stalking behaviour.
· Targeting individual members of staff.
· Harassing staff through social media.
· Publishing personal information about staff members.
· Persistent behaviour intended to intimidate, upset or distress another person.
Unreasonable Demands
Patients are entitled to ask questions, seek explanations and disagree with decisions. However, the following may be considered unreasonable:
· Demanding appointments outside of clinical need or practice procedures.
· Repeatedly demanding immediate responses where no urgent clinical need exists.
· Demanding referrals, investigations, medications or treatments that clinicians do not consider clinically appropriate.
· Refusing to accept reasonable explanations regarding NHS processes or clinical decisions.
· Insisting that staff depart from established procedures without good reason.
· Requiring excessive amounts of staff time that impacts the care of other patients.
Persistent and Unreasonable Contact
We understand that some issues may require more than one contact with the practice. However, repeated contact can significantly affect our ability to provide services to other patients.
Examples include:
· Repeated telephone calls, emails, online consultation submissions or visits regarding the same issue after a response has already been provided.
· Contacting multiple members of staff in an attempt to obtain a different answer.
· Repeatedly demanding updates before agreed timescales have passed.
· Refusing to accept clinically appropriate advice, explanations or decisions whilst continuing to pursue the same request.
· Making excessive demands on staff time that are disproportionate to the issue being raised.
· Repeatedly requesting appointments, referrals, investigations, medications or administrative actions after the request has been considered and declined.
· Submitting multiple complaints about the same matter without providing new information.
· Sending large volumes of correspondence that place an unreasonable burden on practice resources.
· Insisting on speaking only to a specific member of staff or clinician without a reasonable basis.
Social Media Conduct
We respect patients' rights to share their experiences and opinions.
However, the following may be considered unacceptable:
· Abusive comments directed at staff.
· Threatening or intimidating posts.
· Publishing personal information about staff members.
· Encouraging others to harass staff.
· Making knowingly false allegations.
· Conduct intended to intimidate or distress members of the practice team.
How We Manage Unacceptable Behaviour
Every situation is assessed individually and fairly.
We understand that patients may be upset, anxious, frustrated or unwell. Our staff will always try to listen to concerns, explain decisions and help resolve issues wherever possible.
Where a patient's behaviour falls below the standards set out in this policy, the matter may be reviewed by the practice management team.
Following review, the practice may take one or more of the following actions depending on the nature and seriousness of the behaviour.
Informal Resolution
Where appropriate, we may attempt to resolve concerns through discussion, explanation or clarification.
Formal Warning
Where behaviour is considered unacceptable, a formal warning letter may be issued.
This may occur following a single incident or a pattern of behaviour.
The warning will explain:
· The behaviour that has caused concern.
· Why the behaviour is unacceptable.
· What changes are required.
· The potential consequences if further incidents occur.
Behaviour Agreement
In some circumstances, the practice may ask a patient to enter into a behaviour agreement setting out expectations for future interactions with the practice.
Restrictions on Contact
Where persistent or excessive contact is affecting the practice's ability to provide services to other patients, reasonable measures may be introduced to manage communication appropriately.
Examples may include:
· Requesting that concerns are raised in writing.
· Limiting communication to a single point of contact.
· Asking that duplicate requests are not submitted whilst a response is awaited.
· Requiring clinical concerns to be discussed during appointments rather than through repeated administrative contacts.
Removal from the Practice List
Where there has been a serious breakdown in the doctor-patient relationship, or where unacceptable behaviour continues despite attempts to address it, the practice may request removal of the patient from its list in accordance with NHS regulations.
This decision is never taken lightly and will be made only after careful consideration of all relevant circumstances.
Immediate Removal
In cases involving violence, threats of violence, serious intimidation, criminal damage, theft, harassment or conduct causing staff or patients to fear for their safety, the practice may seek immediate removal without prior warning.
Where appropriate, incidents will be reported to the police and NHS England.
Equality and Fairness
The practice will not remove patients because of:
· Age
· Disability
· Race
· Religion or belief
· Sex
· Gender reassignment
· Sexual orientation
· Pregnancy or maternity status
· Marriage or civil partnership status
· Medical conditions
We recognise that illness, disability, mental health conditions, cognitive impairment and communication difficulties may sometimes influence behaviour. Relevant circumstances will always be considered before decisions are made.
Raising Concerns About Your Care
Patients are entitled to:
· Ask questions.
· Request explanations.
· Request a second opinion where appropriate.
· Raise concerns about the care they have received.
· Make a complaint through the practice complaints procedure.
Patients will not be removed from the practice list solely because they have made a complaint, challenged a decision, requested a second opinion, submitted a Subject Access Request or raised concerns about the care they have received.
However, the manner in which concerns are raised must remain respectful and consistent with this policy.
Further Information
Useful resources include:
· NHS Constitution for England
· NHS Complaints Procedure
· British Medical Association guidance on removing patients from GP practice lists
· British Medical Association guidance on preventing violence towards healthcare staff
Our aim is always to maintain a positive and respectful relationship with our patients. Most concerns can be resolved through open communication, mutual respect and a shared commitment to ensuring safe and effective healthcare for everyone.
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