Witterings Medical Centre
ZERO TOLERANCE POLICY

This document and the information contained therein is the property of Witterings Medical

Centre.

This document contains information that is privileged, confidential or otherwise protected from
disclosure. It must not be used by, or its contents reproduced or otherwise copied or disclosed
without the prior consent in writing from Witterings Medical Centre.

This Practice considers aggressive behaviour to be any personal, abusive and aggressive
comments, cursing and / or swearing, physical contact and aggressive gestures.

No abuse of staff is acceptable whether verbal or physical. All abuse will be reported to
the Practice Manager who will keep a log of all incidents.

All physical abuse towards any of our staff by our patients is reported to the police. The
patient will then be removed immediately from our list. If the police are not informed,
the health authority will inform the patient of the need to register with a new Doctor.
In these circumstances, the doctors are still obliged to see the patient if they come into
the surgery within the next seven days.

Any physical abuse by a person not registered with this surgery is to be reported to the
police by the Practice Manager, wherever possible. The Practice Manager or person in
charge of the patient’s own surgery will be informed.

Any incident of verbal abuse whether in person or on the telephone will be reported
immediately to the Practice Manager and recorded in the log book kept in the reception
area. If appropriate, the Practice Manager will discuss the incident with one of the GPs
and a formal letter will be sent to the patient warning that any further abusive
behaviour will result in removal from the list. A copy will be kept with the medical
records. Any response to the letter will be recorded in the log book and the letter will
be kept on file. The log book will be reviewed weekly and discussed if necessary at the
staff meeting.

If a patient’s name appears a second time in the log book, the patient will be removed
immediately from the list and a letter will be sent to the patient confirming this.

If the patient is from another practice, the Practice Manager will report any incident to
the Practice Manager or person in charge of the patient’s own surgery and requesting
action to be taken.

All incidents will be reported to the Practice Manager or to a GP (in the absence of the
Practice Manager) who will take appropriate further action.
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