Zero Tolerance Policy

Purpose

This policy outlines our commitment to providing a safe, respectful, and inclusive environment
for all staff, patients, and visitors. We have a zero-tolerance approach to any form of abuse,
aggression, or harassment.

Scope

This policy applies to all individuals who interact with the practice, including patients, carers,
visitors, contractors, and staff.

Policy Statement

Our practice will not tolerate:

e Verbal abuse, shouting, or swearing

e Threatening or intimidating behaviour

e Physical aggression or violence

¢ Discriminatory or harassing language or actions
e Repeated unreasonable demands or complaints

¢ Any behaviour that causes staff to feel unsafe or disrespected

Staff Responsibilities

All team members play a vital role in maintaining a safe and respectful environment. Staff are
expected to:

e Maintain Professionalism

— Approach all interactions with patients and visitors calmly, respectfully, and
professionally.

— Avoid engaging in arguments or escalating tense situations.

e Recognise and Respond Appropriately
— Be alert to early signs of aggression, distress, or inappropriate behaviour.
— Use approved de-escalation techniques and language where appropriate.

— Follow practice protocols for managing difficult interactions, including when and
how to disengage or seek assistance.

e Report Incidents Promptly

— Document any incident involving abusive, aggressive, or inappropriate behaviour
using the practice’s incident reporting template.



— Include relevant details such as date, time, individuals involved, nature of the
behaviour, and actions taken.

e Escalate When Necessary

— Immediately escalate serious or unsafe situations to a manager or senior staff
member.

— Activate duress alarms or contact emergency services if personal safety is at risk.
e Participate in Training and Debriefing

— Attend scheduled training sessions on managing difficult interactions and
maintaining personal safety.

— Engage in debriefing sessions following incidents to support wellbeing and
continuous improvement.

e Support Colleagues

— Look out for one another, especially during high-risk times or when a colleague is
managing a challenging situation.

— Use buddy systems or request support when needed.

Management Responsibilities

Practice leadership plays a critical role in ensuring the Zero Tolerance Policy is upheld and that
staff feel safe, supported, and empowered. Management responsibilities include:

¢ Policy Implementation and Oversight

— Ensure the Zero Tolerance Policy is clearly communicated to all staff, patients,
and visitors.

— Integrate the policy into broader practice governance, risk management, and
quality improvement frameworks.

— Monitor compliance and address any gaps in understanding or application.
¢ Staff Support and Wellbeing

— Provide timely emotional support and debriefing following difficult or distressing
interactions.

— Encourage a culture of openness where staff feel safe to report incidents without
fear of blame or reprisal.

— Promote access to wellbeing resources, including counselling or employee
assistance programs where available.

e Incident Management and Follow-Up
— Review all reported incidents promptly and thoroughly.

— Take appropriate action based on the severity and nature of the behaviour, which
may include issuing warnings, restricting access, or involving external
authorities.

— Ensure documentation is complete and stored securely in accordance with
privacy and legal requirements.

e Training and Capacity Building



— Schedule regular training for all team members on managing difficult
interactions, de-escalation techniques, and personal safety.

— Include this training in staff induction and annual professional development
plans.

— Evaluate training effectiveness and update content based on feedback and
emerging needs.

¢ Continuous Improvement
— Review the Zero Tolerance Policy annually or following any serious incident.

— Use incident data and staff feedback to identify trends, risks, and opportunities
for improvement.

— Communicate changes and updates clearly to all staff and ensure they are
reflected in practice procedures.

Patient Communication

Patients will be informed of this policy through:

e Signage in reception and waiting areas

¢ Information on the practice website

Responding to Inappropriate Behaviour

Any breach of this Zero Tolerance Policy will be taken seriously and addressed promptly to
protect the safety and wellbeing of staff and other patients. Consequences will be proportionate
to the nature and severity of the behaviour and may include:

e Verbal or Written Warnings

— For first-time or lower-level incidents, individuals may receive a formal warning
outlining the unacceptable behaviour and the expectations moving forward.

— Warnings will be documented and kept on file.
e Restricted Access to Services

— In cases of repeated or disruptive behaviour, the practice may limit the
individual’s access to non-urgent services.

— Appointments may be offered only at specific times or under certain conditions
(e.g., accompanied by a support person).

e Termination of Patient Relationship

— Where behaviour poses a serious risk to staff or other patients, or where repeated
breaches occur despite warnings, the practice may choose to end the therapeutic
relationship.

— This will be done in accordance with RACGP guidelines and relevant legislation,
ensuring continuity of care is maintained through appropriate referral.

e Involvement of External Authorities



— Physical aggression, threats, or criminal behaviour will be reported to police or
other relevant authorities.

— The practice will cooperate fully with investigations and take immediate steps to
protect staff and patients.

e Documentation and Review

— All breaches and actions taken will be documented using the practice’s incident
reporting process.

— Management will review incidents to identify patterns, assess risks, and improve
procedures where necessary.

These consequences are designed not to punish, but to uphold a safe and respectful environment
for everyone in the practice. The practice reserves the right to take any action deemed necessary
to protect its staff, patients, and operations.

Commitment to a Safe and Respectful Practice

Our practice is committed to fostering an environment where staff, patients, carers, and visitors
feel safe, respected, and valued. This policy reflects our dedication to maintaining professional
standards, supporting our team, and delivering high-quality care.

We believe that respectful communication and mutual understanding are essential to the
wellbeing of both staff and patients. By working together and upholding these principles, we
create a culture that promotes safety, compassion, and trust.

We thank all members of our practice community for contributing to a positive and respectful
environment.

¢ Clinical Record: For continuity of care and patient access
¢ Incident Reporting System: For internal review, audit, and learning
e Practice Management System: For tracking and compliance



This policy will be reviewed annually to ensure it remains current, effective, and aligned with the
practice’s values, legal obligations, and accreditation requirements. Reviews may also be
conducted following any significant incident or changes in legislation, professional standards, or
practice operations.

Feedback from staff and patients may be considered as part of the review process to support
continuous improvement and ensure the policy reflects the needs of the practice community.

Policy Review

Current as of: November 2025
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