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“Wait a moment.  What you just said is not ok, but we can talk about that later.  Right 
now, let’s talk about your blood pressure [or other clinical problem].”

“I will ask you not to use that kind of language.  Right now, you need care from the people with the 
right expertise.  We need to get past this so we can give you the care you need.” 

“Those are inappropriate comments.  If you have a specific question about your care, please let us 
know.  These are your caregivers and every member of your team is highly skilled and invested in 
your care.  Let’s focus on your medical issues.” 

“Everyone on our team is highly qualified and ready to care for you.  Do you have a specific concern 
about your medical care?”

o “XX will no longer be caring for you.  I want to be clear that this is
not because of your request, which was inappropriate, but by choice of the caregiver.” 
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“It is not our policy to make staff changes based on the race, ethnicity, religion or sexual orientation 
(name the protected group cited) of the care provider. All of our staff are well trained and extremely 
competent to care for any patient” 

“Our goal is to provide you with outstanding medical care.  Dr. XXX is exactly the right person to do 
that for you.”  

“We are proud of the care we provide and only hire the best and brightest people to join our team, 
regardless of their race / ethnicity / gender / religion.”   
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Request for Provider Change Based on 
Team Member Personal Characteristic

1

Report Request to 
manager through Safe 
Spot or Ethics Line**

If the situation changes (e.g. no 
longer emergent), previously 
granted request should be denied

Yes
Yes

Yes

No

No

No

**We strongly encourage reporting which can be anonymous or named and always suggest 
support and validation for the targeted person and the team.

Is the patient physically or 
mentally unstable? 

Is the request culturally or 
religiously appropriate or related 

to trauma history?

Will patient’s health be 
adversely affected if request is 

not granted?

Yes

Deny Request

Grant Request
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Patient, Family, Visitor, or Vendor Displays 
Inappropriate / Discriminatory Behavior

2
**We strongly encourage reporting which can be anonymous or named and always suggest 

support and validation for the targeted person and the team.

1. Stop and Acknowledge:
De-escalate with empathic language. “Mr. S, you’re 
feeling really angry about “situation.”  Please stop 
swearing and screaming.”

2. Redirect back to Medical Issues:
“Mr. S, your comments are not appropriate. We 
really need to talk about your “medical issue.”

3. If nothing changes:
Ask again for behavior to stop with warning.  
“Mr. S. If you continue to shout I will need to call 
security.”

If inappropriate behavior does not stop:
following through with calling security.  “Mr. S, I am 
calling security now. “

Report Misconduct 
through Safe Spot 

or Ethics Line**

Support the targeted 
provider, reiterate and 
validate concerns.** 

NO

YES

Is the inappropriate 
behavior making anyone 

feel unsafe? 

Take Measure to Keep 
Yourself Safe
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