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The purpose of this policy is to address instances of unacceptable behaviour which may cause harm, the fear of harm or distress to any person within the Practice.   The scope of this policy is therefore:

Instances of violence, aggression or unacceptable behaviour committed by any person, whether patient, visitor or any other person working within the practice against any member of staff, patient, visitor, or other person working within the practice.

Definition

Violence and aggression are defined as:

· Violence is the use of force against a person and has the same definition as “assault” in law (i.e. an attempt, offer or application of force against the person).   This would cover any person unlawfully touching any other person forcefully, spitting at another person, raising fists or feet or verbally threatening to strike or otherwise apply force to any person.
· Aggression is regarded as threatening or abusive language or gestures, sexual gestures or behaviour, derogatory sexual or racial remarks, shouting at any person or applying force to any practice property or the personal property of any person on the practice.   This would cover people banging on desks or counters or shouting loudly in an intimidating manner.

Abusive behaviour is defined as:

· A general term for various behaviours which may be verbally aggressive, coercive or controlling, emotional blackmail, destructive, harassing, intimidating, isolating, or threatening, that a person may use to  control another person.

This policy applies throughout the premises, including the car park and grounds. It also applies to any employee or partner away from the practice but only in so far as it relates to the business of the practice.
Our expectations of patients are clearly stated in our patient charter.
Kerrsland Surgery staff are committed to treating patients and service users with courtesy, dignity and respect at all times. In return we expect our staff to be treated in a similar manner. 
Kerrsland Surgery will take appropriate action against anyone who verbally or physically abuses any member of the staff (Clinicians, Management and Administration)

