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PURPOSE 

The purpose of this policy is to guide an appropriate response to patient discriminatory or harassing 
conduct toward UCLA Health personnel (faculty, staff, trainees, students and volunteers) based on the 
assigned personnel's protected characteristics, such as race, ethnicity, national origin, religion, sex, 
gender, gender expression, gender identity, gender transition status, pregnancy, physical or mental 
disability, medical condition, genetic information, ancestry, marital status, age, sexual orientation, 
citizenship, body habitus, political affiliation, or service in the uniformed services. This policy also 
provides guidelines on how to address discriminatory-based personnel reassignment requests by 
patients. 

DEFINITIONS 

Protected characteristics: race, color, ethnicity, national origin, religion, sex, gender, gender expression, 
gender identity, gender transition status, pregnancy, physical or mental disability, medical condition 
(cancer-related or genetic characteristics), genetic information (including family medical history), 
ancestry, marital status, age, sexual orientation, citizenship, language, body habitus, political affiliation, or 
service in the uniformed services. 

Personnel: UCLA Health faculty, staff, trainees, students, and volunteers 

Affected personnel: personnel who are the target of biased behavior from a patient 

Observer personnel: personnel who directly or indirectly observes an incident of discriminatory or 
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harassing behavior toward another personnel member 

Discrimination: unfair or prejudicial treatment towards someone due to their protected and social 
identity characteristics. 

Harassment: Harassment is unwelcome conduct, including verbal, nonverbal, or physical conduct, based 
on any of the protected and social identity categories.  Harassment is prohibited when it is sufficiently 
severe, pervasive, or   persistent that it adversely affects a person’s   employment   or   education or 
creates an environment that a reasonable person would find to be intimidating, hostile, abusive, or 
offensive. 

Discriminatory conduct: inappropriate behavior based on an individual’s protected or social identity 
characteristics, including, but not limited to: comments, epithets, slurs, negative stereotyping, 
suggestions of lack of competence, unwillingness to be treated, displays of offensive materials, or 
unwelcome physical contact. 

POLICY 

UCLA Health patients, as well as their family members, representatives and visitors, are expected to 
recognize and respect the rights of other patients, visitors, and staff Patient Responsibilities. Threats, 
violence, disrespectful communication, harassment, or other discriminatory conduct towards any UCLA 
Health personnel, for any reason, including because of an individual’s protected and social identity 
characteristics will not be tolerated Workplace Violence Prevention Plan HS 8703.  Consistent with this 
commitment, UCLA Health is dedicated to protecting patient autonomy and the rights of all personnel to 
a safe and productive work and learning environment that is free from racism, sexism, discrimination, 
harassment, and abuse based on their protected characteristics. To meet these obligations, this policy 
sets forth a process to guide personnel in managing discriminatory or harassing behavior by patients 
and/or their family, hereafter referred to as "patient", and discriminatory requests for personnel 
reassignments. 

PROCEDURE 

A patient’s medical condition must be considered when personnel or UCLA Health make decisions 
regarding a patient’s discriminatory conduct or requests for reassignment based on the personnel’s 
protected characteristics. When these circumstances arise, the affected personnel, observer personnel, 
or member of the clinical management team should intervene immediately to evaluate and address the 
situation. The following considerations should be followed when encountering discriminatory conduct or 
personnel reassignment requests. 

A. Assess Patient's Medical Condition 
Appropriate clinical personnel should evaluate the patient to determine the patient's clinical 
stability. If the patient is unstable, the patient must receive stabilizing treatment. If an unstable 
patient demands reassignment based on the assigned personnel’s protected identity, other clinical 
personnel may be permitted to conduct the patient's initial evaluation and stabilization treatment to 
prevent death or significant harm.  Once stabilized, the patient’s request for personnel 
reassignment will be addressed as per the following guidelines. 
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B. Responding to Patient Discriminatory Conduct 
UCLA Health is committed to providing the highest quality of care to its patients while also ensuring 
a safe and respectful work environment for all personnel.  If a patient engages in inappropriate 
discriminatory or harassing behavior, the following protocol should be followed to the extent 
practicable. 

1. Immediately Address the Discriminatory Conduct 
The affected personnel, observer personnel, or member of the clinical management team 
should immediately address the patient’s biased behavior (see Appendix A for script 
responses). Ideally, the most senior personnel present should address the discriminatory 
behavior and set mutually acceptable expectations for the provision of care based upon the 
following guidance: 

a. Affected Personnel 
If comfortable and practical, the affected personnel should identify the offensive 
behavior to the offender and request that it stop immediately. In doing so, the affected 
personnel may discuss the behavior with the offending patient and clarify why the 
specific behavior is problematic. 
If it is not comfortable or practical for the affected personnel to confront the offending 
patient directly or if the individual has done so and the discriminatory conduct continues, 
the affected personnel should promptly report the behavior to their immediate supervisor 
or member of the clinical management team so that they may address the behavior with 
the patient and report the incident to the UCLA Civil Rights Office. 

b. Observer Personnel 
It is imperative that personnel who witness an incident of patient discriminatory conduct 
towards other personnel take an active role in identifying the offensive behavior to the 
offender and request that it stop immediately.  In doing so, the observer personnel should 
discuss the behavior with the patient and clarify why the specific behavior is 
inappropriate.  The patient and their surrogate, family members, representatives, and 
visitors should be informed that discrimination will not be tolerated at UCLA Health.The 
observer personnel should promptly report any witnessed incidents of discrimination to 
their immediate supervisor or member of the clinical management team and ensure that 
the affected personnel is safe from emotional and/or physical harm. 

c. Incident Reporting 
To facilitate the tracking of incidents, any personnel who has been affected by or 
witnessed an incident of discriminatory or harassing conduct is highly encouraged to 
submit an incident report in the UCLA Health RLDatix (SOFI) incident reporting system. 
Incidents of discrimination should also be reported to the supervisor/manager. 
Supervisors/manages are obligated to ensure a SOFI report is filed and the incident has 
been reported to the UCLA Civil Rights Office. 
 

2. Patient-Personnel Discussion Regarding Behavior Expectations 
A discussion between the clinical personnel and the patient should be conducted to establish 
a clear understanding of UCLA Health’s policy that prohibits discriminatory or and disruptive 
behavior.  The discussion should include identifying the specific behavior that is problematic, 
the behavior changes that are expected, and the consequences of not making those changes. 
Clinical personnel should document these discussions in the medical record as appropriate. If 
the behavior continues, the clinical management staff should contact the Office of the Patient 
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Experience (OPX) for additional guidance on how to address the patient’s behavior. 
 

a. If the Behavior Expectations Agreement Is Not Followed by Inpatients 
Inpatients, or their surrogates, should be informed by clinical personnel of their 
responsibility not to engage in discriminatory conduct and their right to seek care 
elsewhere. If the patient, or surrogate, under circumstances that are non emergent, 
continues to engage in discriminatory conduct, then discharge as outlined in Aggressive 
or Threatening Behavior by Patients or Visitors HS 8702 should be considered in 
consultation with the Office of the Patient Experience and Risk Management.  If the 
patient's behavior causes team members to feel unsafe, security should be involved to 
manage the situation safely. 
 

b. If the Behavior Expectations Agreement Is Not Followed by Outpatients 
Outpatients and/or their surrogates should be informed of their right to seek treatment 
elsewhere if they engage in discriminatory conduct. Depending on the severity of the 
behavior and/or recurrent inability to follow an established patient care and behavior 
agreement, personnel should refer to Aggressive or Threatening Behavior by Patients or 
Visitors HS 8702 for additional management guidelines. The patient may be dismissed 
and transferred to an outside clinic as per Termination of Patient-Provider Relationship - 
Dismissal From Care HS 1462. 

C. Responding to Discriminatory Patient Requests for Personnel Reassignments 
To provide the highest quality care to all patients, the organization does not accommodate 
discriminatory reassignment requests. However, the organization remains available to hear 
patients' concerns about care and will work tirelessly to provide patients with care of the highest 
quality.   The following outlines how to respond to patient requests for personnel reassignments: 

1. Determine the Reason for the Reassignment Request. 
Patient requests for clinical personnel changes based on that individual’s protected 
characteristics will not be honored. Requests for provider or medical staff changes based on 
gender will be considered on a case-by-case basis and only based on extenuating 
circumstances. If a patient request clinical personnel reassignment, the reason(s) for the 
request must be determined. Ethical, cultural, or religious appropriate reasons for 
reassignment include, but are not limited to, requests for gender concordance based on 
religion or clinically significant conditions such as posttraumatic stress disorder.  If the 
reasons for the patient's request are not clinically, culturally, or ethically justified, the request 
will be denied.  However, UCLA Health will not force any clinical personnel to treat or refrain 
from providing treatment to a patient who has requested reassignment based on the clinical 
personnel’s protected characteristics that is deemed to be unacceptable. 

2. If the affected clinical personnel wishes to accommodate the patient's reassignment request, 
the decision is permissible if: 

a. other appropriate medical personnel are available; 

b. the clinical personnel involved are comfortable with and agree to the decision; 

c. accommodations can be made within the practical constraints of providing appropriate 
care for other patients; 

d. procedures are in place to provide institutional support and guidance to the personnel 
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affected; 

e. clinical personnel are not required to accommodate a patient's bias-based reassignment 
request without explicit consent; and 

f. the decision does not compromise the provision of quality medical care. 

D. Discriminatory Conduct and Reassignment Requests Involving Students and Trainees 
When patients exhibit discriminatory behavior towards a student or trainee, the following steps 
should be followed: 

1. Students 
All incidents of discriminatory conduct towards a student should be immediately reported to 
the student’s immediate supervisor (i.e., attending physician, preceptor) and clerkship 
director.  The immediate supervisor, or other observer personnel, should inform the patient or 
surrogate of their specific problematic behavior. The student’s immediate supervisor should 
file an incident report via the UCLA Health RLDatix (SOFI) incident reporting system and report 
the incident to the UCLA Civil Rights Office and the Dean of Students Office. 

Students may continue treating the patient unless they request or consent to reassignment.  In 
all cases, the immediate supervisor should determine how the student wishes to proceed. A 
student should not be required to provide care to a patient who has caused them emotional 
harm or trauma. The student should be clearly informed that their decision to participate or 
not in the patient’s care will not impact their evaluation of their performance. 

2.  Resident/Fellow Trainees 
All incidents of discrimination towards a trainee should be reported to the trainee’s attending 
physician and their site director or program director.  An incident report should also be 
submitted by the trainee or attending via the UCLA Health RLDatix (SOFI) incident reporting 
system and to the UCLA Office of Civil Rights.  The trainee may continue treating the patient 
unless they request or consent to reassignment.  In all cases, the attending physician or 
immediate supervisor should determine how the trainee wishes to proceed, including 
assessing whether is it best for the trainee or attending to inform the patient or surrogate of 
their specific problematic behavior. A trainee should not be required to provide care to a 
patient who has caused them emotional or physical trauma. The trainee should be clearly 
informed that their decision to participate or not in the patient’s care will not impact evaluation 
of their performance. 
 

E. Support for Affected Personnel 
Support should be offered to all affected personnel when they experience discriminatory or 
harassing behavior from a patient.  Racism, sexism, and other forms of discriminatory behavior can 
cause significant psychological trauma to the targeted individual and observers.  Immediate steps 
should be taken to ensure the affected personnel feel safe, heard, and supported.  When feasible 
and appropriate, convening a meeting of the personnel involved in the patient's care to discuss the 
incident, evaluate how the team responded, and discuss how best to address future patient 
discriminatory conduct can help provide support to all of the personnel and strengthen the team’s 
confidence in responding to discrimination incidents in the future.  Individual and team counseling 
offered by the Office of Health Equity, Diversity, and Inclusion in conjunction with the UCLA 
Employee Assistance Program, should be offered to the affected care team and the leadership in 
the specific unit. 
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F. Manager or Supervisor Responsibility 
Managers and supervisors have an affirmative duty under this policy to protect personnel from 
patients' discriminatory conduct and to promptly report to their manager(s) and director(s) any 
such incidents that they witnessed or become aware of within their own department or another 
department, regardless of whether the alleged recipient of such conduct makes a formal complaint. 
The manager or supervisor should also verify that an incident report (SOFI) has been submitted, 
and if not, submit one.  Incidents reported to a supervisor, manager and/or director should verify 
that a SOFI has been filed and report any complaints of discrimination or harassment to the UCLA 
Civil Rights Office based on an individual’s protected characteristics. 
 

G. Reporting Procedures and Guidelines 
UCLA Health encourages personnel to report any perceived incidents of patient discriminatory 
conduct, regardless of the offending patient's identity or position. This policy prohibits retaliation 
for bringing a complaint of discrimination or harassment pursuant to this policy against any 
patient.  This policy also prohibits retaliation against a person who assists someone with a 
complaint of discrimination or harassment or participates in any manner in an investigation or 
resolution of a complaint of discrimination or harassment. Retaliation includes threats, intimidation, 
reprisals, and/or adverse actions related to employment. 

No person will be adversely affected in their employment or training because of reporting a good-
faith complaint of patient discriminatory conduct. All incidents of discrimination directed towards 
personnel should be immediately reported to the supervisor or manager and an incident report 
(SOFI) should be submitted to the RLDatix (SOFI) incident reporting system by the affected 
personnel, observer personnel, or supervisor. Incidents of discrimination or harassment based on 
an individual’s protected characteristics should also be reported to the UCLA Office of Civil Rights. 
 

H. Tracking and Data Collection 
Incidents of patient biased behavior and reassignment requests will be tracked via the RLDatix 
(SOFI) incident reporting system and reported to the Department of Quality and the Office of Health 
Equity, Diversity, and Inclusion, and the UCLA Civil Rights Office.  The RLDatix SOFI reporting portal 
can be found on the UCLA Health mednet website page. This collected data includes, but is not 
limited to, the department where the incident occurred, incident response, and personnel support. 
Tracking and data collection systems for students and trainees will be overseen by educational 
supervisors and reported both to school and hospital administration. 
 

I. Data Review 
The Department of Quality and the Office of Health Equity, Diversity, and Inclusion will analyze the 
data and direct report to appropriate standing committees overseeing relevant matters, including 
the Disruptive Behavior Committee, UCLA Hospital System Equity Council, and the David Geffen 
School of Medicine student and graduate medical education leadership.  These committees shall 
review all submitted reports on a regular basis and update health system protocols and policies, as 
necessary. 
Education and Training 

Discriminatory behavior and discriminatory reassignment requests can have a demoralizing effect 
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on personnel. Advance knowledge and training about UCLA Health policies and procedures will 
better prepare personnel to determine the appropriate course of action in these challenging 
situations. Accordingly, this policy will be included in regular personnel and trainee education 
programs. These trainings will be designed to enhance personnel knowledge and skills for 
identifying discriminatory behavior with the intent of reducing the common tendency to overlook 
these aggressions; increase awareness of available supports; enable personnel to effectively 
manage patient discrimination interactions; and understand the need and processes for reporting 
incidents. 
 

Cross References 

HS 1354: Patient Rights and Responsibilities 

HS 1462: Patient-Provider Relationship - Dismissal from Care 

HS 8702: Aggressive or Threatening Behavior by Patients or Visitors 

HS 8703: Workplace Violence Prevention Plan 

Appendix A: Scripted Responses to Discriminatory Conduct and Requests for Reassignment 

Example Responses to Discriminatory 
Comments or Behavior 

Example Responses to Discriminatory Reassignment 
Requests 

• “Help me understand your comment.” • “Help me understand your request.” 

• “Words/comments such as that can be 
viewed as offensive.  I/we ask that you 
do not use that word/comment again. 

• “We are here to help you as a team. We do not 
change doctors/nurses/etc. because of their race/
ethnicity/religion, etc. 

• “UCLA Health is a place of healing and 
respect.  We do not tolerate words or 
behavior such as that.” 

• “All UCLA Health team members are very qualified. 
Our top priority is that you receive the best care, and 
I know that our team members can provide that.” 

• “One of UCLA Health’s core principle is 
to treat everyone with respect and 
dignity. We do not tolerate 
disrespectful or offensive comments/
behavior.” 

• “We are confident in each of our team member’s 
ability to provide you with exceptional care. We do 
not honor requests to reassign people based on 
their race/ethnicity/sexual orientation/etc.” 
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Workflow 
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