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Abbey Medical Practice

Policy for the Management of Violent and/or Aggressive Patients

Introduction

It is an unfortunate feature of modern General Practice that the incidence of violent and aggressive behaviour amongst patients is increasing, and is often directed at staff and/or GPs.

Abbey Medical Practice is committed to a ‘zero tolerance’ approach to violence and aggression, and to ensuring that all members of the Practice team feel safe and secure in their working environment.

Scope

This policy applies to all GPs, directly employed members of staff and those who are employed on a temporary or agency basis.  It also applies to anyone joining the Practice on short-term placements such as work experience, or who are working within the Practice from another agency.

This policy is concerned with violence and aggression shown by patients to members of staff etc as detailed above.  In cases of violence or aggression between members of staff, the matter will be dealt with under the Practice’s Disciplinary Procedure and the bullying/harassment provisions of the Equal Opportunities Policy.  Where a member of staff displays violence or aggression to a patient, the matter will be dealt with under the Practice’s Disciplinary Procedure.

Review

This policy is subject to annual review, to be carried out by 31st March each year.  The person responsible for the review is the Business Manager.

Date of last review:
13th June 2023
Definition of Violence and Aggression

Any incident in which a member of the Practice team suffers verbal abuse, threatening behaviour or physical assault in circumstances associated with their work.  In addition, any incident which involves either an explicit or implicit challenge to the health, safety or well being of a member of the Practice team.

Aggressive behaviour includes not only face-to-face incidents, but also telephone contacts or correspondence.  For the purposes of this section ‘patients’ should be taken to include relatives, friends or carers of patients.

Reporting of Incidents

Internal Reporting

All members of the Practice team are required to report all incidents of violence, aggression or abuse, and those incidents in which the potential for violence was identified.  Incidents must be reported regardless of whether any injury or actual harm was sustained, and should be communicated to the Business Manager as quickly as possible after the incident occurred.

The following basic information should be included:

· Name and address of the perpetrator (where known), otherwise a physical description should be provided.

· Date, place and time of the incident.

· Nature of the incident.

· Details of any witnesses present (for statement/supporting information purposes).

Where injuries are sustained, these should be recorded in the Practice’s Accident Book.  The Business Manager/Practice Manager is responsible for ensuring that this is done, and for informing the Health and Safety Executive under the RIDDOR scheme as necessary and appropriate.

Any incidence of violence or aggression will be subject to a significant event analysis and report.

External Reporting

The Business Manager (or, in their absence, the Practice Manager or Deputy Practice Manager or the Departmental Manager of the member of staff concerned) should contact the police immediately there is evidence that a situation is deteriorating into one in which there is violent or aggressive behaviour, or the potential for violence.

If for whatever reason the Police cannot be called at the time of the incident, the matter should be reported to them as quickly as possible after the event.  The person informing the Police should also ask the Business Manager/Practice Manager to report the matter to PCSE using the appropriate form.
The Business Manager/Practice Manager is responsible for informing the HSE as set out above.

Notifying the CQC of Incidents reported to the Police or being investigated by the Police 

The Practice is required to report to CQC any incident reported to, or investigated by the police that is associated with the delivery of the service and affects or may affect the health, safety and welfare of a person using the service, its staff, or anyone who visits the service. 

Dr J H Lloyd is responsible for notifying the CQC of an occurrence of this type of incident.

Where the Registered Person is unavailable, for any reason, the Business Manager/Practice Manager will be responsible for reporting this type of incident to the CQC.  In their absence, responsibility will pass to the Deputy Practice Manager.
Staff Obligations

There are certain obligations placed upon staff to ensure that risk is minimised.  These obligations are:

· To comply with this policy within the boundaries of the law and best professional practice.

· To undertake training in the identification and management of actually or potentially violent situations.

· To contribute to the identification of risk, problems, potential problems and appropriate control measures, including a review of the effectiveness of such measures.

· To report incidents promptly and accurately.

· To avoid as far as is practicable inflaming any situation involving violence or aggression and to present a professional approach at all times.

· To withdraw from a violent or potentially violent situation as quickly as possible, alerting colleagues as necessary and appropriate.

· Where exposure to a potentially violent or abusive situation cannot be avoided, staff should alert colleagues beforehand if possible and ensure that they are able to summon assistance if necessary.  Ideally, staff should not see patients on their own where there is potential for aggression or violence.

Practice Obligations

Obligations placed upon the Practice in respect of the management of violence and aggression are:

· To provide full support to staff involved in aggressive, violent or potentially violent situations.  This may include, but is not limited to, support in cases where the Police opt to prosecute the perpetrator; providing access to counselling, victim support or similar services where the member of staff feels this would be of help; providing time off to seek legal advice where necessary; assisting a member of staff who has suffered injury as a result of such a situation to pursue compensation under the Criminal Injuries Compensation Scheme and/or the NHS Injury Benefit Scheme.

· To ensure that all relevant incidents are reported promptly to the Police and appropriate authorities.

· To ensure that any patient who is actually or potentially violent, or who displays aggression to members of staff, is removed immediately from the Practice list and placed into the NHSE programme for dealing with violent patients.  This provision also applies to situations where the patient is accompanied by a violent or aggressive relative/carer/friend etc.  In these circumstances, the procedure under the Practice’s policy for removal of patients will apply.

· Where a patient known to be potentially violent or aggressive is expected to attend for services, to take reasonable steps to provide physical support to the member of staff who is to see that patient.  Depending upon the notice available, this will include ensuring that professional security personnel are present on site for the duration of the consultation.

· Provide access to appropriate training in dealing with aggression and violence.

· To carry out a significant event analysis in order to determine learning points which can be used to minimise the risk of other incidents of this type.

Conclusion

By implementing this policy the Practice aims to minimise the risk to Team members of exposure to aggressive, threatening, violent or potentially violent situations.  In many cases, staff can help to avoid the deterioration of situations by acting professionally and in as tactful and co-operative a manner as possible.  However, staff should also not hesitate to involve their Departmental Manager or the Business Manager/Practice Manager/Deputy Practice Manager in circumstances where they feel a situation is deteriorating, or seek help from a colleague.  Staff are not expected to tolerate abuse or threatening situations and, to that end, the Practice will not hesitate to enforce the ‘zero tolerance’ approach outlined above.
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