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ANT CENTRE

Zero Tolerance Policy

Our practice has zero tolerance policy to tackle violence and abuse, both physical and verbal,
against all members of staff working at Greenside Dental Care. Its two principal aims are:

e To inform the public that violence against staff working in the dental practice is
unacceptable

¢ To inform all staff that violence and intimidation is unacceptable and is being tackled.

The practice operates a Zero Tolerance Policy towards any member of our staff or patients.
Patients are expected to be considerate and act reasonably.

The following unacceptable behaviour within its Zero Tolerance Policy are:

e any display of a violent temper

e shouting, raised voices, sarcasm, pointing fingers.

e repeated or insistent points being made; not engaging with staff in a positive way;
being pushy or trying to intimidate staff

e hostile or aggressive behaviour

e threats, swearing, spitting

® any mention or display of any object that could be used as a weapon

Should a member of staff (or patient) feel that they have encountered behaviour that could
be classed as unacceptable within the Practice Zero Tolerance Policy a complaint should be
made to the Practice Manager.

Once the matter has been reviewed by the Practice Manager, the person in question will be
sent a formal warning letter, depending on the severity of the incident they may then be
removed from the practice list. We will have no hesitation in having the patient removed
from the building by the Police should his/her behaviour warrant it.

POLICE INVOLVEMENT

If an incident is taking place and staff feel that a Police presence is required, regardless of
the circumstances, the Police will be called to deal with the incident. It is our responsibility
to protect our staff and patients and therefore no hesitation will be made if a Police
presence is required. If the patient has left the premises and there is no immediate danger,
the Police will still be notified of the incident so it can be recorded for future reference.

WARNING SYSTEM

Following an incident where a complaint has been made about a patient’s behaviour a
formal warning letter will be sent.

The letter will notify the person that their behaviour was unacceptable and will not be
tolerated, if the person is a patient at the surgery, they will be warned that they run the risk
of being removed from our practice list. The letter will clearly state that if there is any
reoccurrence of their behaviour in any way that they will be removed from the Practise list.
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A permanent record of the warning, including the date and reason for the warning, will be
made and retained.

Although this procedure will be generally applied, there may be occasions where the
Management Team feel that an episode of behaviour is so serious that a patient will
removed from the Practice list with immediate effect. Where this is the case, the police will
usually have been called to attend the Practice and one or more members of staff or
patients will have been threatened or attacked or narrowly avoided being attacked.

It is important to remember that it is not the intention of the perpetrator that is relevant,
rather than the perception that is generated by the actions and behaviour of the
perpetrator that will generate the Practice response.

Removal from the Practice List

Removal of patients from this Practice list is an exceptional and rare event and is a last
resort. The practice must respect the safety and wellbeing of their staff and patients, and if
a patient at the surgery is unable to respect the staff and treat them with courtesy then it is
in the best interest of the patient in question and, more importantly, our staff that they
register elsewhere.

If a patient is removed from the Practice list, they will also be banned from entering the
Practice premises or contacting Practice staff in any way. Any clinical queries a patient may
have once they have been removed from the Practice list should be communicated in
writing only

Notifying the Patient

The Practice will take immediate steps to contact the patient to inform them of the action
being taken. The patient will be informed in writing to their home address. Once this
decision has beenmade the deduction will not be revoked under any circumstances, and the
subject will not be entertained by any staff member and will be only considered as
harassment.

Removing other members of the household

Because of the possible need to visit the practice with other members in the household it
may be necessary to terminate responsibility for other members of the family or the entire
household. The prospect of the household visiting the practice with a relative, who is no
longer a patient of the practice there is a possibility that their unacceptable behaviour
resides, or being regularly confronted by the removed patient, may make it too difficult for
the practice to continue to look after the whole family. This is particularly likely where the
patient has been removed because of violence or threatening behaviour and keeping the
other family members could put the dentist or their staff at risk



