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Zero Tolerance

St Clare Hospice is committed to the wellbeing of our patients, staff and volunteers, 

and has a duty to provide a safe and secure environment for all those who work for 

us or who use our services.

Verbal abuse, harassment, violence or discrimination towards staff, volunteers, 

patients or relatives is unacceptable and will not be tolerated.

St Clare Hospice recognises that friends, family and other carers are often in a high 

state of emotion or distress as a result of the circumstances surrounding their relative 

or friend’s use of our services.

Relatives, visitors or patients who are extreme or persistent in their unacceptable 

behaviour can, as a last resort, be excluded from the hospice or services provided 

in the community.

Patients who, in the expert judgement of the attending clinician, are not competent 

to take responsibility for their actions will not be subject to this policy e.g. a patient 

who becomes abusive as a manifestation of their illness or treatment.

Standard of behaviour
The following are examples of behaviour which are not acceptable to St Clare 

Hospice:

•	 Excessive noise e.g. loud or intrusive 

conversation or shouting

•	 Threatening or abusive language 

involving excessive swearing or 

remarks which are offensive to staff, 

volunteers or other service users

•	 Derogatory racial, religious or 

sexual remarks

•	 Malicious allegations relating to 

member of staff, other patients or 

visitors

•	 Offensive sexual gestures or 

behaviours

•	 Abusing alcohol or drugs while in 

the hospice (all medically identified 

substance abuse problems will be 

treated appropriately)

•	 Drug dealing

•	 Wilful damage to hospice property

•	 Theft

•	 Threats of violent behaviour

•	 Violence
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Alcohol and drugs
Illegal drugs may not be brought or used on the site under any circumstances. Any 

visitor found with illicit drugs, or under the influence of drugs or excessive alcohol 

consumption when they arrive, may be asked to leave or refused entry.

We allow reasonable consumption of alcohol by both visitors and patients on the 

hospice premises, so long as it does not impact upon patient care or the work of  

our staff.

Sanctions for relatives, carers and visitors to the hospice
Relatives, carers and visitors who display any of the behaviours listed on the previous 

page will be asked to stop and be offered the opportunity to explain their actions.

Within the hospice premises, if an acceptable conclusion cannot be reached, the 

offending individual will be asked to leave the hospice. They will be told that they 

cannot return without a senior manager review. If the individual fails to leave, police 

assistance will be sought.

Within a community setting, the member of staff will withdraw from the patient’s 

home and report the incident as soon as possible to their line manager or director.

The offending individual will be written to by a Hospice Director within 24 hours of 

the offence outlining why the action was taken and offering them an opportunity to 

apologise to the individual(s) concerned.

Any relative, carer or visitor behaving in an 

unlawful manner will be reported to the police. The 

hospice will seek the application of the maximum 

penalties available in law.

St Clare Hospice will prosecute all perpetrators 

of crime on or against hospice property, assets or 

staff.
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Sanctions for patients
Following an incident, the patient will be informed that their behaviour is 

unacceptable and the expected standards of behaviour, which must be observed 

going forward, will be explained. 

If the behaviour continues, a formal verbal warning about the possible 

consequences of further repetition will be given.

Failure to subsequently stop could result in exclusion from Hospice services. 

However, if the patient complies with the expected standards of behaviour, they 

can expect the following:

•	 That their care will not be affected in any way

•	 �That, where substance abuse has been identified, appropriate assistance will 

be offered

•	 That St Clare Hospice will fully investigate any concerns raised by the patient 

in line with our internal procedures.
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