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Introduction 

A good patient-doctor relationship, based on mutual respect and trust, is the cornerstone of good 

patient care. The removal of patients from practice lists should continue to be an exceptional and 

rare event, and a last resort in an impaired patient-practice relationship. When trust has 

irretrievably broken down, it is in the patient’s interest, just as much as that of the practice, that 

they should find a new practice. 

Whilst some removals might occur because of disagreement between the practice or individual 

health professionals, and patients, there are also cases where the practice requests removal 

because they have become aware that the patient has moved to an address which is outside their 

practice area. This is necessary because otherwise the practice may still be under an obligation to 

visit the patient when medically necessary at a location outside their practice area. 

Patients also have a right to change their practice. They are not required to give their reasons, nor 

are there any period of notice or requirement to notify the practice.  

Public perception of removals  

Government figures for removals do not differentiate between those removed because of a 

breakdown in the relationship and those who are removed for administrative reasons, such as 

moving to an address outside the practice area.  

There has been a public perception, fueled by reports in the media, that patients are being 

removed from practice lists because their care is too costly, because of their clinical condition or 

even their age. The regulations specifically require that a removal is not on the grounds of “race, 

gender, social class, age, religion, sexual orientation, appearance, disability or medical condition”. 

Removals for administrative reasons and change of address 

These occur when a patient has died, or has moved to an address outside the practice’s area and 

has not re-registered. 

If you have informed the practice or the practice becomes aware that you have moved outside of 

our practice boundary you will receive a letter from us explaining the process of removal and how 

to register with another practice local to where you live. 

Breakdown of relationship 

Normally the sole criterion for removal should be an irretrievable breakdown of all or part of the 

patient-practice relationship, usually that between patient and doctor. 

 

Violence or threatening behavior by the patient is a special case and will normally result in removal 

from the list.  

 

As well as having a right to protect themselves GPs have a duty as employers to protect their staff, 

and as providers of a public service those with reason to be on their premises.  

 

Since 1994 it has been possible to request the immediate removal of any patient who has 

committed an act of violence or caused a doctor to fear for his or her safety. In April 2004 these 

provisions were extended to make it clear that they extend to anyone else on the premises.  
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Practices are advised to inform the police of the patient’s behaviour and the doctor must notify 

NHS England or Primary Care Organisation (PCO), and, other than in exceptional circumstances, 

the patient of the removal in writing.  The removal will take effect from the time the practice 

phones, sends or delivers notification to NHS England. 

 

The practice will use their clinical judgement to determine the appropriate course of action in those 

rare cases where a patient’s violent behaviour results from their medical condition.   

 

If practices do not remove a violent patient under these provisions, they may find themselves 

being asked to justify why they did not do so if a violent patient subsequently registers with 

another practice, and potentially at risk of action should an untoward incident then take place. 

 

The NHS England area team has a legal responsibility and a duty of care to ensure that it 

commissions services to ensure that all patients removed under this regulation can only access 

NHS primary medical care through appropriately secure arrangements.  

 

Complaints and removals 
 

The current NHS complaints procedure requires that all practices have an in-house complaints 

procedure. Patients should normally raise a complaint with their practice in the first instance. 

There is public concern that patients may be removed from the list simply for making a complaint. 

However, complaints made in a reasonable and constructive manner can help practices to 

improve services to patients.  

Lydden Surgery may choose to use the practice-based complaints procedure to discuss any 

instances where a patient is felt to be behaving inappropriately. This gives patients early 

notification of a possible problem in their relationship with their doctor along with an opportunity to 

discuss ways of preventing further difficulties. As well as preventing the need for removals 

Complaints however that take the form of a scurrilous personal attack on members of the practice 

or contain allegations which are clearly unfounded usually indicate a serious breakdown in the 

patient-doctor relationship. 

It is a breakdown of the relationship rather than a complaint per se which must form the basis of 

any decision to remove a patient from the list; it may then be in the patient’s best interest to seek 

care at another practice. 

Practices should never remove patients from their list because their treatment 
is too costly. 

There are never any grounds for removing patients because of cost. Where the costs of treating 

an individual patient are higher than anticipated, adequate mechanisms exist to enable doctors to 

seek and be granted an increase in their prescribing budget. 

 

Equally, practices should never remove patients on grounds of age. Looking after patients 

“from the cradle to the grave” is the essence of general practice.  

What to do if removal appears to be necessary 
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Alternatives, short of removal, should be considered such as transferring the patient’s care to a 

partner (with the consent of both parties) or persuading the patient that it would be better for all 

concerned for them to go to another practice. 

Patients who are misusing services can alter their behaviour if this is brought to their attention and 

the regulations normally require a warning to be given within the 12 months prior to removal. 

If all else fails and it is not in the best interests of either patient or doctor for an unsatisfactory 

relationship to continue it will be necessary to remove the patient from the list.  

What constitutes a warning and when is a warning not necessary 

A patient must be warned that they are at risk of removal, together with an explanation of the 

reasons for this, within the period of 12 months before the date of the request to the Primary Care 

Organisation.  

A permanent record of the warning, including the date and reason for the warning, must be made 

and retained and NHS England may require sight of them. Copies of such records must therefore 

be retained after the patient has left the list. 

However no warning is required if: 

 The removal is on the grounds of change of address  

 The practice has reasonable grounds for believing that the issue of such a warning would be 

harmful to the physical or mental health of the patient  

 The practice has reasonable grounds for believing that the issue of such a warning would put at 

risk the safety of members of the practice or those entitled to be on the practice premises 

 It is, in the opinion of the contractor, not otherwise reasonable or practical for a warning to be 

given. 

If no reason is given an explanation in writing should be made and retained for potential future 

inspection NHS England.  

Removing other members of the household 

If the behaviour of one member of a household or family has led to their removal, this does not 

mean that the removal of other family members should automatically follow.  

An explicit discussion, whilst protecting the confidentiality of the removed patient, with other family 

members about the problem and the doctor’s concerns will often obviate the need for any further 

action. 

In rare cases, however, because of the possible need to visit patients at home it may be 

necessary to terminate responsibility for other members of the family or the entire household. The 

prospect of visiting patients where a relative who is no longer a patient of the practice by virtue of 

their unacceptable behaviour resides, or being regularly confronted by the removed patient, may 

make it too difficult for the practice to look after the whole family. This is particularly likely where 

the patient has been removed because of violence or threatening behaviour and keeping the other 

family members as patients could put doctors or their staff at risk.  

Practice leaflets/ Practice Website 

Information regarding registering and patient removals along with our practice boundary can be 

found on our practice website:  www.lyddensurgery.co.uk 

http://www.lyddensurgery.co.uk/

