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LAKEWOOD POLICY

1.  INTRODUCTION

1.1 	Lakewood Medical Center has a duty to provide a safe and secure environment 	for patients, staff and visitors. Violent or abusive behavior will not be tolerated 	and decisive action will be taken to protect staff, patients and visitors.

1.2 	Those patients who, in the expert judgment of the relevant clinician are not 	competent to take responsibility for their actions will not be subject to this policy.

 	This includes: 

	a) An individual who becomes abusive as a result of an illness or injury.
	b) Patients who are mentally ill or may be under the influence of drugs or alcohol.
	c) Patients who in the opinion of a clinician require urgent treatment.
	d) Other than in exceptional circumstances, the patient is under the age of 16.



2. 	AIM

2.1 	The aim of the policy is to detail the type of behavior which is unacceptable 	and the sanctions available in the face of such behavior, including a 	mechanism whereby patients/visitors who are extreme or persistent in their 	unacceptable behavior can, as a last resort, be excluded from the Clinic.
	(Persistent unacceptable behavior refers to behavior both within one attendance 	and/or over a number of separate attendance's within the period of the sanction.)




3. 	POLICY CONTEXT


3.1 	There has been a dramatic national increase in recent years in the level of 	violence and abuse faced by staff from visitors and patients of hospitals and 	community health centers. Incidents have included significant injury to staff, 	damage to vital equipment and extreme verbal abuse and threats. Sadly, some 	of the perpetrators of violence and abuse are well known to staff and have 	persisted in these behaviors during repeated visits to their Health Centers, and 	physician practices. There is a widespread recognition among staff and 	management of an outstanding need to tackle such behavior effectively. 	Lakewood has a statutory obligation to provide a safe and secure environment 	for its staff and others, as well as a moral duty to take all reasonable steps 	to protect and support its staff.

3.2 	The policy is designed as an important step in improving Lakewood’s ability to 	tackle incidents involving violence and abuse.

3.3 	The policy has been introduced in the context of a Zero Tolerance initiative 	against abuse and violence in the workplace and it must be applied effectively in 	all appropriate situations. The effectiveness of this policy will be monitored 	through Lakewood’s Administration.
		

			
4. 	APPLICATION


4.1	Definition of Abusive/ Disrespectful Behavior: Conduct or comments that are 	inappropriate, demeaning or otherwise offensive behavior intended to create 	an uncomfortable, hostile and/or intimidating environment.

4.2 	All members of Lakewood staff, including reception, administrative offices, and 	laboratory have a duty in the enforcement of the policy.

4.3 	This policy will apply to all violent/abusive visitors and patients.

4.4 	The policy recognizes that withholding treatment will only be appropriate where 	violent or disrespectful behavior is likely to:

	a) Compromise the safety of those involved in providing treatment.

	b) Prejudice any benefit the patient might receive from treatment or care.

	c) Lead staff to believe they are no longer able to undertake their duties properly 	        	    which may include physical or verbal abuse.



5. 	EXPECTED STANDARDS OF BEHAVIOUR

5.1 	The following are examples of unacceptable behavior towards Lakewood’s staff:

	• Violence or any act of aggression;
	• Excessive noise, e.g. recurrent loud or intrusive conversation or shouting;
	• Threatening or abusive language involving excessive swearing or offensive 	          	   remarks;
	• Derogatory racial or sexual remarks;
	• Malicious allegations relating to members of staff, other patients or visitors;
	• Offensive sexual gestures or behaviors;
	• Abusing alcohol or drugs on Lakewood premises. (However, all medically 	 	   identified substance abuse problems will be treated appropriately.);
	• Drug dealing on Lakewood premises;
	• Willful damage to Lakewood property;
	• Theft;
	• Threats or threatening behavior, Harassment, Alarm or Distress




6. 	SANCTIONS



6.1 	Visitors (anyone who is not a patient) On Lakewood’s Premises:-

	• Visitors who display any of the above behaviors will be asked to stop and 	offered the opportunity to explain their actions;

	• If the behavior continues, the responsible Manager or Clinician will give an 	informal warning about the possible consequences of any further repetition;

	• Continued failure to comply with the required standard of behavior will result in 	the person being asked to leave. Police assistance may also be considered 	depending on the severity of the situation;

	• For visitors who have children with them it is important that the relevant
	Manager/Clinician considers any child protection implications.


6.2 	On Home Visit

	• Visitors in patient’s home who display any of the above behaviors will be asked 	to stop and offered the opportunity to explain their actions;

	• If the behavior continues the responsible clinician may give an informal warning 	about the possible consequences of any further repetition;
	If violence is threatened leave immediately

	• Police assistance may also be considered depending on the severity of the 	situation.





6.3 	Clinic Patients/Service Users



	• Patients who display unacceptable behavior will be asked by the staff member 	observing this behavior to desist and offered the opportunity to explain their 	actions;

	• If the patient is being disruptive by raising his/her voice, or using profanity, the 	staff member will speak in a calm voice and attempt to determine the cause of 	the patient’s behavior.

		a) If the patient is on the phone and behaving inappropriately, the staff 			member should attempt to determine the cause of the anger. The staff 			member can then advise the patient that the call will be terminated if the 			patient continues to use inappropriate language. After warning the patient, 		the call should be terminated if the behavior persists. 

		b) If the patient is in the clinic, the staff member should call a Manager to 			assist as soon as possible. The Manager should escort the patient to a 			quiet area to discuss the problem, as long as the patient is behaving in a 			non threatening manner. If the patient does not become calm, the 				manager should ask the patient to leave the clinic for the day, and 				politely suggest they resolve the issue the next business day.
		
		c) If the patient mails a letter of complaint to the practice, it should be 			forwarded to the Complaints Officer who will assume responsibility for the 			follow-up.

	• If the behavior continues, the responsible Manager or Clinician (the clinician 	only in a home visit) will explain to the patient that his/her behavior is 	unacceptable and explain the expected standards that must be observed in the 	future;

	• A quiet area will be used to speak to a disruptive person. Ideally a conference 	room or administrative office may be used. The clinic Manager should plan in 	advance what room can be used for this purpose.

	• The Manager should always consider his/her safety, and either leave the door 	open or have a second person present during the interview.

	• The Manager should never position him/herself so that the angry patient can 	block the door from the room.

	• If the patient continues to display inappropriate behavior, the Manager should 	ask the patient to leave the Clinic for the day, and suggest that they return the 	next business day to resolve their issue. If the patient refuses, the patient should 	be informed that the City of Winnipeg Police will be called immediately to assist 	with the removal of the patient. 

	• In the unlikely event that a patient uses verbal or actual threats of physical 	harm, or is behaving in a completely irrational or unreasonable manner, the staff 	member must be careful not to get hurt.

		a) DO NOT approach the patient. Keep a safe distance. If in a confined 			area such as an exam room, leave the room as soon as possible and 			contact a Manager.

		b) Speak in a calm voice. DO NOT argue with the patient. Do not threaten 			the patient or make any sudden movements.

		c) Signal to a coworker, or call the City of Winnipeg Police immediately. If 			a coworker is not available, ask the patient’s permission to leave to “get a 			Manager”. Once removed from the situation, call the City of Winnipeg 			Police as soon as possible.

		d) If any weapons are ever displayed, stay calm and be sure an observer 			calls 911 immediately. Do not make any sudden moves.

	• Failure by the patient to subsequently comply with the required standard of 	behavior will result in the application of The Policy with the issue of a formal 	written warning i.e. A Yellow Card (Appendix 1 and 2)

	• Where the patient is under the age of 16 consideration must be given at an 	early stage to ensure the inclusion of persons with parental responsibility. If 	appropriate Social Services should also be contacted;

	• If a patient complies with the terms of the "Yellow Card" Procedure he/she can 	expect the following:

		􀂃 That their clinical care will not be affected in any way;

		􀂃 That where substance abuse has been identified, appropriate 			               assistance will be provided;

		􀂃 That Lakewood Medical will fully investigate all valid concerns raised by 			    the patient;

		􀂃 That the Procedure will lapse after one year.

	• Failure to comply with the Yellow Card Procedure will, at the request of the 	    	Clinic Manager and/or the Medical Director(or their nominated deputies) result 		in exclusion from the Clinic with the issue of a Red Card. (Appendix 6);

	• Subject to a thirty day emergency care period, such exclusion will last one 	year. Lakewood will facilitate transfer of care to an alternate institution, but 	Lakewood is 	not responsible for arranging an alternate care facility. 

	• In the event of an excluded individual presenting at the Clinic for treatment, the 	individual will be refused care except in medical emergencies. All emergencies 	will be treated and the patient stabilized for transfer by ambulance to an 	emergency room.


The need for police attendance will be determined by an appropriate member of staff. Examples of appropriate members of staff are listed at the end of Appendix 3;

• Any patient behaving unlawfully may be reported to the police and Lakewood may seek the application of the maximum penalties available in law. Lakewood may prosecute all perpetrators of crime on or against Lakewood property, assets, and staff;

• The use of the procedure will be flagged on any patient computer records and this 'flag' will remain in place for the life of the card. Once the card has lapsed, a record of its use will be included on this system for a further period to ensure the safety of our staff and other patients.

• Some severe behavior may result in the automatic issue of a Red Card without the usual Yellow Card warning. Examples of such behavior are, but are not limited to the following:
	

	• An act of physical violence toward Lakewood staff, patients or visitors

	• Bringing a weapon onto Lakewood premises

	• Willful damage to Lakewood property

           	• Theft, including removing medication samples from physician offices, or theft of   prescription pads
	 


• In addition to the use of The Policy, the patient’s physician may decide on his/her own judgment at any time that the patient’s disruptive behavior may be grounds to withdraw their medical care for the patient permanently. Any such decision made by the physician will automatically result in the transfer of the patient’s care to another clinic rather than to the care of another physician at Lakewood. Providing that the patient abides by The Policy, they may still make use of Lakewood’s Walk-In and Laboratory facilities.

• If the patient behavior seems to have resulted from a practice policy, billing statement, or employee behavior, the Manager will attempt to resolve the issue in person, or by telephone. If the patient is not immediately available by telephone, then a letter will be sent to the patient with an apology and a proposed resolution as appropriate. If the patient continues to behave unreasonably after the Manager attempts to resolve the underlying issues, then The Policy will be implemented.
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