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1	STATEMENT OF POLICY

Briarwood Medical Centre has a legal duty to ensure so far as is reasonably practical the health, safety and welfare of its employees (Health & Safety at Work Act 1974 and Management of Health & Safety at Work Regulations 1999). It is the intention that this policy should provide clear guidance and advice in dealing with violence and aggression in order to develop a corporate approach to meeting these duties.

This policy will seek to embrace all current guidance and legislation in regard to the management of violence and aggression.

2	DEFINITION OF VIOLENCE 

Violence is any incident where a member of staff is abused, threatened or assaulted in circumstances related to their work, involving explicit or implicit challenge to their safety, wellbeing or health. This includes:

	Verbal abuse or threat
	Serious or persistent harassment including racial and sexual harassment
	Threat with anything which could be regarded as a weapon
	Major and Minor injuries
	Harassment (sexual, racial or disability) this also includes harassment by other members of staff


3	AGGRESSIVE PATIENT

What is an aggressive patient? This is a patient (or relative) who exhibits one or more of the following patterns of behaviour:

·	Verbally abusive, offensive or intimidating in their behaviour towards staff 
·	Threatening physical violence 
·	Making excessive demands and/or maintaining certain expectations and failing to accept that these are unreasonable (eg wanting an immediate appointment and becoming aggressive when this is not possible)
·	insisting that a member of staff is dismissed
·	insisting that treatment is carried out on demand
·	constantly requesting a different GP
·	demands to see a particular member of staff/clinician 

3.1	 Dealing with an Aggressive Patient

Patients can become aggressive for a variety of reasons, and it is always advisable to try to calm down the situation as early as possible, as this may prevent an incident.  

3.2	 An Aggressive Incident

If the patient does become aggressive, then the following process should be followed:

	If they continue with their aggressive behaviour, then tell them that they will not be dealt with until they calm down.  

Remain calm and clear and keep repeating that the behaviour is unacceptable. Insist that you are trying to help, but cannot do so until they calm down.
In the interests of safety, it is best to stay accompanied by another member of staff.  Staff should never isolate themselves with a potentially violent patient.
Get a more senior member of staff to speak to the patient, again keeping calm and stressing that you are trying to help.
Following the incident, the main points should be recorded on a significant events form
All incidents of violent and aggressive behaviour should be reported to the Practice Manager

3.3 	Repeated Incidents

If there are repeated incidents from a particular patient, then the practice should write to the patient warning them that no other incidents will be tolerated, and the patient will be removed from the list if this happens again. (See app 1 for sample letter)

Note that it is important to carry out this action once it has been written down.  If the patient continues with this behaviour, even after the written warning, then they should be removed from the list for the sake of staff and other patients.

To have a patient removed from the practice immediately, the police should be informed of the incident and the removal requested online via PCSE. This form must be manually signed by the GP.

4.0 	Violent Patients

Dealing with a violent patient requires a much more immediate response.  As soon as a patient turns violent, then immediate action must be taken, as follows:

	Lock the reception door

If the aggressive behaviour continues and a panic alarm is available, then press this immediately
If the patient is in the consulting room with a clinician, then the correct procedure should implemented (see app 2)
Phone the police.  Once violence occurs, it becomes a crime.
If there are other patients in the vicinity, then there is a duty to protect them.  If possible remove other patients in the vicinity to another part of the waiting area or another room away from the situation.
Following an incident of violence, the practice should hold a significant event meeting to decide if the patient should be removed from the list.
	If the patient is to be removed from the list, then the practice should now follow the procedure for the removal of patient(see sample letter at app 3)


5	ARRANGEMENTS

5.1	 Guiding Principles

Whilst recognising the difficult and complex nature of health care delivery the principal objective of Briarwood Medical Centre will be the prevention and avoidance of violence. Active defence will be a last resort. Where patients, visitors or clients are involved, the emphasis must be on safeguarding them from harm, even in cases where they contribute to the disturbance.

However, Briarwood Medical Centre strongly promotes the right staff and others to work without fear of violence or aggression and will actively discourage staff from accepting such behaviour as part of their normal working routine. Briarwood Medical Centre will maintain proactive and consistent approach, which will advise users of NHS Services of the expected standards of behaviour towards its staff, and the actions it will take to protect staff from such behaviour.

In this respect the guiding principal must be one of Zero Tolerance to all acts of violence and aggression.

5.2	Awareness, Prevention and Response

Briarwood Medical Centre will promote the adoption of systems and procedures, which ensure that staff are:

	Aware of the major causes of violent behaviour
	Able to identify triggers of violent behaviour
	Aware of strategies and techniques for preventing violence
	Able to respond in a controlled way should a violent situation arise


5.3	Developing a Safety Culture

In order to promote the growth of a safety culture across the organisation Briarwood Medical Centre will seek to develop services, which provide:

	An environment that is responsive to the needs of patients, clients and staff
	Safe systems of work, including adequate staffing and a level of awareness and training that is conductive to the management of potential or actual violence
	An atmosphere that is calm relaxed and friendly
	Information and training to staff on handling potential or actual violence, including summoning of assistance
	Information and advice to users of NHS services regarding the expected standards of behaviour towards its staff
	Support to staff involved in violent incidents
	A system of monitoring and reviewing violent incidents


6	RESPONSIBILITIES

6.1	 Management Responsibilities

It is the responsibility of the Practice Manager to ensure procedures are in place to deal with violence and aggression. These procedures will provide a coherent framework within which to assess the risk of violence and aggression, and wherever practical avoid the situation arising. Effective control measures will be designed for the risks that remain and these should be supported by appropriate training and response strategies.

Dr Methukunta and the Practice Manager will be responsible for the implementation of this policy and will ensure that all staff undertake the duties and responsibilities detailed in procedures.

6.2	Staff Responsibility

All staff have a personal duty to take reasonable care for their own health & safety and that of others and to co-operate with their employer to ensure that legal obligations can be met. The response to violence and aggression is a shared responsibility.

7	HELPING EMPLOYEES AFTER AN INCIDENT

Briarwood Medical Centre will support all members of staff who have been faced by an incident of violence and aggression and have acted within the spirit of the policy. Following an incident, where required, a range of support mechanisms will be available to staff, which can include Occupational Health advice, counselling, security advice, etc, management support will be made available when dealing with the police and practical assistance when making compensation claims.

8	REVIEW

This policy will be reviewed at least annually in order to ensure the adequacy of these arrangements with respect to the handling of violence and aggression. The review will also ensure that any necessary changes are implemented as quickly as possible

9	REFERENCES

This policy is based on the framework contained in the HSE document “Violence and Aggression to Staff in Health Services: and Guidance on Assessment and Management (1997)”. The NHS Executive/Royal College of Nursing Document “Safer Working in the Community: A Guide for NHS Managers and Staff on Reducing the Risks from Violence and Aggression (1998)” has also been used as a reference source. Both guides contain more detailed reference when undertaking local risk assessments and the advice promoted in the national “Zero Tolerance” Campaign for GP Surgeries and Community Staff.













































Appendix 1

Date


In Confidence

To:





Dear 


On your visit to the surgery on ………………………………… you were verbally threatening and aggressive towards my reception staff and myself.

We feel we must inform you that this behaviour is unacceptable. 

It is our responsibility to point out to you that we have a zero tolerance policy across the NHS for patients who are abusive and/or violent to staff.  At Briarwood Medical Centre we take this policy very seriously, and would not hesitate to remove patients from the list who do not abide by this policy.

We are happy for you to remain with the practice, but insist that you abide by the above mentioned policy in all your dealings with the practice.

We hope you understand that should such poor behaviour occur again, we will have no alternative other than to exercise our right to remove you from our list

Yours sincerely




Practice Manager







Appendix 2


Dealing with a violent or aggressive patient if the patient is in the consulting room with a clinician requires a much more immediate response.  As soon as a patient turns violent, then the correct procedure should implemented and immediate action must be taken, as follows:

	If possible the Clinician should proceed to the door of the consulting room as request assistance from reception staff.


	If unable to get to the door, press the panic button immediately


	A member of staff must immediately respond to the clinic room to provide assistance


	Another member of staff should call for assistance to aid the removal of the patient from the premises 


	Phone the police.  Once violence occurs, it becomes a crime.


	If there are other patients in the vicinity, then there is a duty to protect them.  If possible remove other patients in the vicinity to another part of the waiting area or another room away from the situation.


	Following an incident of violence, the practice should hold a significant event meeting to decide if the patient should be removed from the list.


	If the patient is to be removed from the list, then the practice should now follow the procedure for the removal of patients. 


	Following the incident, the main points should be recorded on a significant events form


	All incidents of violent and aggressive behaviour should be reported to the Practice Manager















Appendix 3



Date: 

In Confidence

To: 




Dear 

Unfortunately due to events which have taken place recently at the surgery, namely your aggressive manner and inappropriate behaviour ie …………, leading to the irrevocable breakdown of communication and breach of trust between yourself and the Practice, we feel we have no alternative other than to remove you from our List and ask you to find another doctor.

You have been issued with enough medication until you register with a new GP.

Primary Care Support Services will be in touch with you regarding registering with another GP. If you wish to contact them their number is 0333 014 2884.

Yours sincerely





Practice Manager


