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Details of visit: 

 

 

mailto:richard.vann@healthwatchbarkingandagenham.co.uk
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http://www.legislation.gov.uk/ukpga/2007/28/section/221
http://www.healthwatchbarkinganddagenham.co.uk/
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GROVE SURGERY 

ZERO TOLERANCE POLICY / CODE OF CONDUCT 

Suggestions and Criticism 

Occasionally things do not go as smoothly as we would like.  This is often due to 
matters beyond our control, such as emergencies. 

The Practice follows the NHS Complaints Procedure. A copy of our practice 
complaints procedure is available at reception. 

You may also comment on our service in writing or directly to the Practice Manager 
who will follow up any concerns appropriately.  

The complaints procedure should ensure all complaints are dealt with swiftly and 
fairly and hopefully to the satisfaction of all concerned. 

Policy on Violent or Abusive Patients 

The NHS operates a zero tolerance policy with regard to violence and abuse and 
the practice has the right to remove violent patients from the list with immediate 
effect in order to safeguard practice staff, patients and other persons.    

Violence in this context includes actual or threatened physical violence or verbal 
abuse which leads to fear for a person's safety.  

In the situation we are obliged to notify the patient in writing of their removal 
from the list and record in their medical records the fact of the removal and 
circumstances leading to it.   

This approach applies to any patients, visitors and any persons working within the 
Practice demonstrating any of the above behaviour towards patients, visitors or 
staff.  The GP’s are committed to do everything possible to protect staff, patients 
and visitors from unacceptable behaviour and to support zero tolerance to any 
incident that causes hurt, alarm, damage or distress.  It also applies to any GP or 
employee of the Practice whilst on duties away from the Surgery if their duties are 
related to the business of the Practice. 

Patients who are violent or aggressive towards any 

person on Surgery premises will be removed from 

the Practice list.  
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     Patient's Rights and Responsibilities 

You have a right to expect a high standard of medical care from our practice and 
we will try, at all times, to provide the very best care possible within the resources 
available. 

In order to assist us in this we require that you take full responsibility for ensuring 
that you do not abuse the service.  For example, it is your responsibility to ensure 
that you keep medical appointments and follow the medical advice given.    

Very occasionally a practice/patient relationship breaks down completely.  In this 
situation the patient may choose to register with a different practice.  The 
practice also has the right to remove that patient from their list.  This would 
generally only follow a warning that had failed to remedy the situation and a 
specific reason for the removal would be given.  

           
Our Responsibility to you: 

 You will be greeted courteously 

 You have a right to confidentiality 

 You have the right to see your medical records subject to the limitations of the law 

 You will be seen the same day if your medical need is urgent 

 You will be seen by the Doctor of your choice wherever possible 

 You will be informed if there will be a delay of more than 20 minutes for your 

appointment 

 You will be referred to a consultant when your GP feels it necessary 

 You will be given the result of any test or investigation on request. 

 Your repeat prescription will be ready for collection within 48 hours of your request 

 Your suggestions and comments about the service we offer will be considered 

sympathetically and any complaint dealt with quickly  

Your Responsibility to us: 

 Please treat all Surgery Staff with respect 
 Do not ask for information about anyone other than yourself 
 Tell us of any change of name or address so that our records are accurate 
 Only request an urgent appointment or home visit if appropriate 
 Please cancel your appointment if you are unable to attend 
 Please be punctual, but be prepared to wait if your consultation is delayed 

by an unexpected emergency 
 Use the tear off slip to request a repeat prescription and attend for review 

when asked 
 Please let us know when you feel that we have not met our responsibility to 

you but please give praise when it is due  
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