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Zero Tolerance and Respectful Behaviour Policy
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Newquay Health Centre has a duty to provide a safe, secure and respectful working environment for all staff. Staff wellbeing, including mental health, is important and must be protected.
We expect all patients, relatives and visitors to treat our staff and other patients with courtesy and respect at all times. We follow the NHS Zero Tolerance approach and will not tolerate abuse, threats, intimidation or violence towards any member of the practice team.
This includes:
· Physical violence or threats of violence.
· Verbal abuse, swearing, shouting or offensive language.
· Aggressive, intimidating or upsetting behaviour.
· Discriminatory, racist, sexist or other offensive remarks.
· Behaviour that causes staff distress or fear.
Any physical assault, threat of violence, or serious intimidation of staff will be reported to the police. Where police involvement is required, the patient will normally be removed from the practice list immediately.
Patients are also expected not to attend the surgery under the influence of alcohol or illegal drugs. 
Illegal activity, including prescription fraud or alteration of prescriptions, will not be tolerated.
In rare cases, the doctor-patient relationship may break down to the extent that it is no longer possible for the practice to provide care safely and effectively. In these circumstances, the practice may decide to remove a patient from the practice list.

Unreasonable Demands on the Service
We recognise that patients may sometimes be frustrated or dissatisfied. However, repeated unreasonable or unrealistic demands that disrupt services for other patients may result in a warning or removal from the practice list.
Examples include:
· Insisting on speaking only to a particular staff member.
· Refusing appointments with an appropriately qualified clinician.
· Repeatedly demanding same-day appointments for routine issues.
· Refusing to use the practice's approved contact methods.
· Contacting staff through personal email accounts or social media.
· Entering staff-only or private areas without permission.
· Persistent requests that place disproportionate demands on practice resources.
The practice has a limited number of appointments available. Patients may be offered an appointment with a clinician other than their preferred GP where this is clinically appropriate.
Warnings and Removal
Where behaviour is unacceptable but does not justify immediate removal, the practice may issue a first and final warning.
Depending on the seriousness of the incident, patients may receive a warning or be removed from the practice list for:
· Violence or threats.
· Abusive, offensive or discriminatory language.
· Aggressive or intimidating behaviour.
· Malicious allegations against staff or patients.
· Offensive gestures or conduct.
· Alcohol or drug misuse on practice premises.
· Drug dealing on practice premises.
· Damage to practice property.
· Theft.
· Entering restricted areas without permission.
· Persistent unreasonable demands on the service.
· Repeated derogatory comments about the practice or staff, either in person, in writing, online or on social media.
This list is not exhaustive. The practice reserves the right to take action where any behaviour threatens the safety, wellbeing or effective operation of the service.
If you are unhappy with the service you receive, we encourage you to use our complaints procedure or register with another practice. We ask that concerns are raised respectfully so that we can work together to resolve them.
We are committed to maintaining a safe, respectful and supportive environment for both patients and staff.
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