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Zero Tolerance Policy
Any behaviour verbal or physical which causes staff to feel uncomfortable, embarrassed or threatened, is totally unacceptable.
The practice considers threatening behaviour to be either -:
· Attempted or actual, aggressive threatening physical actions made toward any member of staff
Or
· The use of aggressive, threatening or abusive language, (including raising of voice, swearing and cursing, shouting) which threatens or intimidates staff and failure to leave premises.











Make clear recordings of discussions the partnership have had around sending Zero Tolerance letter
Prior to issuing a warning letter the following should been considered:
· The patient behaviour has been as outlined above.
· The Practice Manager will have discussed each case with a GP Partner. 
· The Practice Manager and GP will review notes to ascertain whether this is any reason why it might be best for a Doctor to have a discussion with the patient – advising them why they are being sent a zero tolerance letter.
· Where it has been deemed that reasonable adjustments should be made to the letter, this is competed by the Doctor most familiar with the patient, or GP Partner, should the patient be new to the practice. 
· Where it has been deemed that no adjustments are required standard Zero tolerance letter is issued.
In most cases the decision to issue a patient a Zero Tolerance warning letter will be expected by the patient as it will have been discussed with a member of the team.
[bookmark: _GoBack]Where we have been unable to contact the patient and the decision has been reached to issue a patient with a Zero Tolerance warning letter, all the above considerations will have been made prior to issuing the standard letter.
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