






















Patient Grievance Flow Chart











Patient expresses grievance (verbal, written, body language)





When a physically present patient expresses that they are aggrieved or a staff member sees that the patient is aggrieved then the staff will use skilled communication (reflective listening/empathy conveyance) in a first-line attempt to repair the situation.


 


 


 


 


 





ANY employee should attempt to repair using CARE skills 





If the situation cannot be resolved (patient’s feelings resolved) by this first step, ANY employee can make use of the Service Repair Tools. Employees are encouraged to use their best judgment as to what should be given to patient. Two staff initials will be required to sign out any tool to a patient on the Service Recovery Tool Inventory Sheet. If this does not seem to appease the patient then the patient should notify a member of the core team. 





 





Employ Service Repair Tools 





If able to repair patient at point of service





If unable to repair patient at point of service





When a supervisor is notified that a patient has a grievance that was not satisfied by CARE skills and Service Repair Tools, The supervisor will then notify the rest of the Core Team.  The Core Team shall document patient grievance on the PG sheet within 72 hours. (Instructions for PG sheet below).  If grievances are sent in by patient in a written format, the core team shall employ CARE skills and Service Repair Tools to attempt to appease the situation in an effort to prevent from employing the PG sheet.


 





No further action required





Notifies 


Supervisor 





Notifies 


Core Team 





Patient Grievance Sheet (PG)


(Filled out by someone on Core Team)


 


1.   Letter or phone call to patient letting him/her know that his/her grievance has come in and an investigation is underway. 


2.   Exploration of causes and resolutions by Core Team, which should consist of supervisor or department head, and behavioral health provider. 


3.   A letter or call to patient letting him/her know what the resolution is. 


 


 





Documents on Patient Grievance Sheet





Forwards completed Grievance Sheets to Quality Improvement








