
ZERO-TOLERANCE POLICY 

Maintain Independence is committed to providing a safe, respectful and professional 
environment for our clients, therapists, staff, associates and visitors. 

All members of our team have the right to work without experiencing abuse, harassment, 
intimidation, discrimination, sexualised behaviour or violence. 

This policy applies within our clinic, during home visits, at community sessions and events, and 
in all telephone, email, text, online and social media communications. 

EXPECTED BEHAVIOUR 

We ask everyone using or contacting our services to: 

• Treat therapists, staff, clients and visitors with dignity and respect 
• Communicate without abusive, threatening or inappropriate language 
• Respect personal and professional boundaries 
• Follow reasonable safety instructions 
• Avoid behaviour that causes another person to feel threatened, humiliated, intimidated or 
unsafe 
• Raise concerns or complaints calmly and through the appropriate process 

SEXUALISED LANGUAGE AND BEHAVIOUR 

Maintain Independence provides professional clinical, rehabilitation and soft tissue therapy 
services. Our services are strictly therapeutic and non-sexual. 

Sexualised comments, jokes, suggestions, questions or behaviour directed towards a therapist 
or member of staff are unacceptable. Describing something as a joke, compliment or “banter” 
does not make it appropriate. 

Unacceptable conduct includes: 

• Sexual comments, jokes, innuendo or suggestive remarks 
• Comments about a therapist’s body, appearance, clothing or private life 
• Questions about a therapist’s relationships or sexual activity 
• Requests for sexual contact or services 
• Deliberate or unnecessary exposure 
• Inappropriate touching or attempts to touch a therapist 
• Sexual gestures, noises, images, messages or online content 
• Repeated flirting after professional boundaries have been made clear 
• Asking a therapist to treat intimate areas without a legitimate clinical reason 
• Attempting to obtain personal contact details or pursue a relationship with a therapist 
• Any behaviour that makes a therapist feel sexualised, uncomfortable or unsafe 

The therapist does not have to continue an appointment after inappropriate or sexualised 
behaviour has occurred. 

ABUSE, THREATS AND AGGRESSION 

Maintain Independence will not tolerate: 



• Swearing or abusive language directed at another person 
• Shouting, intimidation or threatening behaviour 
• Physical aggression or violence 
• Threats of harm or retaliation 
• Deliberately blocking a doorway or preventing someone from leaving 
• Aggressive gestures or invasion of personal space 
• Bullying, harassment or repeated unwanted contact 
• Malicious, threatening or sexually explicit messages 
• Damage to property or equipment 
• Discriminatory abuse 
• Possession or use of a weapon in a threatening or unsafe manner 
• Aggression from a client’s relative, carer, visitor or household member 

DISCRIMINATION AND HARASSMENT 

Abusive, derogatory or discriminatory behaviour relating to another person’s protected 
characteristics or personal circumstances will not be tolerated. 

This includes comments or behaviour relating to age, disability, gender reassignment, marriage 
or civil partnership, pregnancy or maternity, race, religion or belief, sex or sexual orientation. 

The policy also applies to derogatory comments about a person’s appearance, accent, 
occupation or background. 

INTOXICATION 

An appointment will not proceed if a client, relative or other person present appears intoxicated 
or significantly impaired by alcohol or non-prescribed drugs and their behaviour, consent or 
safety may be affected. 

The therapist may leave immediately if alcohol or drug use creates an uncomfortable, 
unpredictable or unsafe environment. 

ACTION WE MAY TAKE 

The action taken will depend on the seriousness of the behaviour and whether it is safe and 
appropriate to issue a warning. 

Maintain Independence may: 

• Explain that the language or behaviour is unacceptable 
• Ask the person to stop immediately 
• Pause or end the appointment 
• Ask the person to leave the clinic 
• Leave a home or community setting immediately 
• Require another responsible adult or carer to attend future appointments 
• Require future appointments to take place in the clinic rather than at home 
• Arrange for two team members to attend where appropriate 
• Decline or cancel future appointments 
• Restrict communication to a particular method or named contact 
• Record the incident within the client’s records 
• Share relevant information internally for staff safety 
• Report serious incidents to the police, safeguarding services or another appropriate authority 



Serious incidents may result in the immediate termination of treatment and withdrawal of 
services without a prior warning. 

PAYMENT WHEN AN APPOINTMENT IS ENDED 

If an appointment cannot continue because of a client’s or another person’s abusive, 
threatening, discriminatory, sexualised or unsafe behaviour, the appointment may be treated as 
having taken place. 

The full appointment fee may remain payable, and payments already made may not be 
refunded. 

Any outstanding balance must be paid before Maintain Independence will consider another 
booking. 

HOME VISITS 

During a home visit, the therapist must be able to leave the property safely and immediately. 

The therapist may leave without further discussion if they feel threatened, uncomfortable or 
unsafe. Nobody may block the therapist’s exit, withhold their belongings or equipment, or 
attempt to prevent them from leaving. 

Clients are responsible for the behaviour of relatives, carers, visitors and other household 
members present during the appointment. 

If another person’s behaviour causes the therapist to leave, the full appointment fee may 
remain payable and future home visits may be declined. 

COMMUNICATIONS AND SOCIAL MEDIA 

This policy applies to telephone calls, voicemails, emails, text messages, booking notes, social 
media messages, comments and other online contact. 

Maintain Independence may stop responding to abusive or inappropriate communications, 
block accounts or telephone numbers, preserve copies as evidence, and report serious or 
persistent conduct. 

A client may be asked to communicate only in writing or through an agreed representative. 

HEALTH CONDITIONS, COGNITIVE IMPAIRMENT AND CAPACITY 

We understand that dementia, acquired brain injury, neurological conditions, learning 
disabilities, mental health conditions and some medications can affect communication, 
inhibition or behaviour. 

Relevant circumstances will be considered sensitively and individually. Where appropriate, we 
may adjust how services are provided, complete a risk assessment, request the presence of a 
relative or carer, or agree a behaviour-support plan. 

However, a health condition does not require a therapist to remain in a situation where they feel 
threatened, sexualised or unsafe. An appointment may still be stopped, modified or rearranged 
to protect everyone involved. 

RAISING A CONCERN OR COMPLAINT 



This policy does not prevent anyone from raising a genuine concern, disagreeing with a decision 
or making a complaint. 

Concerns and complaints raised calmly and in good faith will be treated seriously and 
respectfully. Firm criticism is not automatically abusive. 

However, threatening, discriminatory, harassing or sexually inappropriate conduct will not be 
accepted as part of the complaints process. 

OUR COMMITMENT 

Maintain Independence will treat clients, relatives, carers and visitors with dignity, compassion 
and respect. We expect the same consideration to be shown to every member of our team. 

We support our therapists in ending an interaction or appointment whenever they feel their 
professional boundaries or personal safety have been compromised. 

AGREEMENT 

By booking or attending an appointment, contacting Maintain Independence or entering our 
premises, you agree to behave in accordance with this Zero-Tolerance Policy. 

Telephone: 01270 417700 
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