Purpose 
The purpose of this policy is to outline procedures to respond to instances of discrimination from a patient or the decision-maker acting on behalf of a patient toward Yale Medicine (YM) providers, trainees, or staff members.  
 
Discrimination Definition 
Discrimination is the unjust or prejudicial treatment of people based on their identity, including but not limited to race, gender identity, sexual orientation, color, national origin, disability, and religion.  
 
Policy 
A. Yale Medicine expects all patients and their decision-makers to be respectful and considerate of others. 
 
B. Yale Medicine does not allow or tolerate discrimination toward our providers, trainees, or staff members. 
 
C. Yale Medicine endorses and supports Yale New Haven Health in their policy to: 
1. Operate in a manner that does not discriminate against people based on their identity, as mentioned above.  
2. Prohibit retaliation against any person because they opposed or complained about discrimination in good faith, assisted in good faith in the investigation of a discrimination complaint, or participated in a discrimination evaluation or other proceeding under federal, state, or local anti-discrimination law. 
 
Recommended Process to Address Discrimination Incidents (See Appendix) 
A. If a patient or their decision-maker is displaying discriminatory behavior toward a provider, trainee or staff member, then the following approach is recommended. 
 
B. Patient in an emergency or unstable clinical situation 
1. Treat and stabilize the patient.  
2. Wait to address any discriminatory behavior until after the patient has been stabilized. 
 
Non-emergency clinical situation  
1. If it has been determined that the patient is in stable condition, then the following actions can be taken:   
i. Try to de-escalate the situation. 
ii. Ensure that the primary focus remains on the patient’s care needs. 
iii. Inform the patient (and their decision-maker, if applicable) that we do not condone or allow discriminatory behavior in the Yale Medicine healthcare setting. 
iv. End the patient visit if you do not feel comfortable providing care to the patient. At your discretion, inform the patient (and their decision-maker, if applicable) that they may reschedule their appointment with another provider. 
v. In some cases, it is appropriate to terminate the patient’s relationship with a practice location or with all Yale Medicine practices. Please refer to the Yale Medicine Discharging a Patient from a Practice policy, https://medicine.yale.edu/ymadmin/practicestandards/. 
2. If a provider, trainee or staff member decides to discontinue caring for a patient due to discriminatory behavior, then they should report the incident to one of the following offices:  
a. Yale Medicine Office of Patient Advocacy: (203) 785-2140; 
YMPatientAdvocacy@yale.edu 
b. Yale New Haven Hospital Patient Relations & Services: (203) 688-3430; patientrelations@ynhh.org 
3. Patient or their decision-maker becomes threatening: If the patient or their decision-maker becomes threatening (eg, making threatening remarks, causing damage to YM facilities or property, acting violent or aggressive, etc.) then the provider, trainee, or staff member should call for assistance based upon location. This may include calling one the following numbers: 
i. Yale Police at (203) 432-4400, 
ii. YNHH Protective Services at (203) 688-2500, 
iii. Internal security if located in a facilty with security staff on site (eg, Long Wharf), or  iv. Emergency Response by dialing 911 
 
Provider, Trainee, and Staff Support 
A. Leadership, providers, trainees, and staff members will work together to address a discriminatory incident and support each other. However those who have experienced a potential discriminatory incident may want to seek counseling and other resources to assist them in personal and professional consequences that may result from experiencing a discriminatory incident. 
 
B. Available support include but are not limited to the following: 
1. Assistance from one of the following individuals: 
· YSM Assistant Dean for Clinical Affairs: (203) 785-2671, or 
· YSM Deputy Dean and Chief Diversity Officer: (203) 785-6896 
2. Magellan Health with the Yale University Employee Assistance Program, https://your.yale.edu/workyale/benefits/health-and-wellness/employee-assistance-program 
i. Counseling and Support Services is a free, confidential program provided by Magellan Health Services, 24 hours a day, 7 days a week. This program offers Yale faculty, employees and their families unlimited phone support and up to six in-person counseling sessions per issue for each family member. 
ii. Call 1-800-327-9240 or visit Magellan Health at https://www.magellanassist.com/default.aspx. 
3. Yale New Haven Health Employee and Family Resources Program (EFR) 
i. Call 1 (877) 275-6226 or go to www.acheivesolutions.net/ynhhs. The YNHHS EFR offers confidential counseling.  
ii. The Yale New Haven Health EFR is available to all Yale New Haven Health employees and to their families, http://www.weareynhh.org/assets/docs/employee_family_resources_brochure.pdf. 

































Appendix: Outline of Process to Respond to Discriminatory Incidents from Patients or Decision-Makers 
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