General Practice Zero Tolerance Policy
1. Purpose
The purpose of this policy is to establish a zero-tolerance approach to any form of abuse, aggression, or violence towards staff, patients, and visitors within the practice. This policy aims to ensure a safe and respectful environment for everyone.
2. Scope
This policy applies to all employees, including clinical and non-clinical staff, temporary staff, volunteers, contractors, patients, and visitors. It covers all forms of abuse, aggression, and violence, whether verbal, physical, or psychological.
3. Principles
· Respect and Dignity: Everyone has the right to be treated with respect and dignity.
· Safety: The practice is committed to providing a safe environment for staff, patients, and visitors.
· Zero Tolerance: The practice has a zero-tolerance approach to any form of abuse, aggression, or violence.
· Support: Support will be provided to individuals who experience or witness abuse, aggression, or violence.
4. Definitions
· Abuse: Any behaviour that causes harm, distress, or upset to another person. This includes verbal abuse, threats, and harassment.
· Aggression: Hostile or violent behaviour or attitudes towards another person.
· Violence: Physical force intended to hurt, damage, or kill someone or something.
5. Roles and Responsibilities
· Practice Manager: Overall responsibility for ensuring compliance with this policy and for dealing with incidents of abuse, aggression, or violence.
· Zero Tolerance Lead: Responsible for implementing and maintaining the zero-tolerance framework and providing support and guidance to staff.
· All Staff: Responsible for adhering to this policy, reporting incidents, and promoting a safe and respectful environment.
6. Reporting and Managing Incidents
· Reporting: All incidents of abuse, aggression, or violence must be reported immediately to the Practice Manager or Zero Tolerance Lead.
· Documentation: Incidents must be documented in an incident report, including details of the incident, individuals involved, and any actions taken.
· Investigation: The practice will investigate all reported incidents promptly and thoroughly.
· Action: Appropriate action will be taken in response to incidents, which may include:
· Verbal or written warnings.
· Removal from the premises.
· Reporting to the police.
· Termination of patient registration in extreme cases.
7. Support for Staff
· Immediate Support: Staff who experience or witness abuse, aggression, or violence will receive immediate support from their line manager or the Zero Tolerance Lead.
· Counselling: Access to counselling services will be provided for staff who require additional support.
· Training: Staff will receive training on managing difficult situations and de-escalation techniques.
8. Communication and Awareness
· Signage: Clear signage will be displayed in the practice to inform patients and visitors of the zero-tolerance policy.
· Patient Information: Information about the zero-tolerance policy will be included in patient leaflets and on the practice website.
· Staff Awareness: Regular reminders and updates will be provided to staff about the zero-tolerance policy and their responsibilities.
9. Monitoring and Review
· Monitoring: The practice will monitor incidents of abuse, aggression, and violence to identify trends and areas for improvement.
· Review: This policy will be reviewed annually or as required to ensure it remains relevant and effective.
· Continuous Improvement: Feedback from staff and patients, as well as data from incident reports, will be used to improve the zero-tolerance approach. An action plan will be developed to address any issues identified and to make continuous improvements.
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