M Medical Mutual

INSURANCE COMPANY OF MAINE

Managing Difficult Patient Relationships

1 Level One }

A 4

Contact patient
(Best if patient is in
person.)

.

Discuss the problem
with the patient and
set expectation

A 4

Draft a letter
documenting the
discussion

A 4

Review draft with
Practice Manager or
Risk Manager

.

Mail letter and
agreement
(certified) to the
patient

Save copy in
patient’s medical
record

Proceed to

Does behavior Level 2

. Yes
continue?

No

This algorithm is based on American Academy of Family Practice’s version and is offered as a sample reference
only. Itis not intended to establish practice standards or serve as legal advice. MIMIC recommends you obtain a
legal opinion from a qualified attorney for any specific application to your practice.



Draft a written
agreement with
patient’s input

Patient signs
agreement

Discuss the problem
with the patient

[ —VYes

No—P»

Draft letter
documenting the
meeting discussion
and the patient’s
refusal to sign it

Level 2

Schedule anin
person meeting with
patient

Patient accepts

Draft a written

meeting

Review draft with
the Practice
Manager or Risk
Manager

agreement

'

Mail letter and
agreement
(certified) to the
patient

Save copy in
patient’s medical
record

Does the
behavior
continue?

No

Continue to
Level 3




Level 3

as patient violent,
threatening or
acting illegally?

No
A 4

Draft a termination
letter

I

Review draft with
Practice Manager or
Risk Manager

Mail letter and
agreement
(certified) to the
patient

Save copy in
patient’s medical
record

h 4

Inform staff

Flag medical record

according to your policy

Yes:

Contact supervisor, security or
law enforcement

Please verify with your health insurance
contract the process required for

discharging a patient.
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