
Patient Services Grievance/Complaint Policy 
Work Flow

Communication to Patient 
Services

What kind of 
communication is it?

ComplaintComment

*Methods of communication 
(from staff, patient, or persons 
representing patients)
        - Letter (Automatic grievance)
        - Fax (Automatic grievance)
        - Text
        - Phone Call
        - In-person
        - Website
        - Social media
        - PSN

Grievance

 Is it considered 
a complaint?

Document in 
database

Close case

Doucment in 
database

No

Yes Assign an advocate

Should it be a 
grievance?

Review complaint

Is further 
action 

required?

Communicate 
outcome to patient

Yes

No

No

Yes

Assign an Adovcate 
(if not already 

assigned)

   Is this a neglect or an 
abuse case or from an 

insurance company, claim, 
or sentinel event?

Immediately contact Administration/
Manager in area of who the 

grievance is about including facility 
CMO, facility CNO, risk, patient 

safety, and compliance as needed

*Refer to notification document for 
details

Review grievance

Is grievance 
resolved?

Within 7 days, send 
letter to patient on 
status on grievance 
and every 30 days 

until resolved

Notify patient of 
outcome within 7 

days

Is patient 
satisfied?

Send letter to 
patient regarding 

closure

Doucment in 
database

Close case

Take grievance to 
Grievance Escalation 

Committee

Immediately contact 
Administration/

Manager in area of 
who the grievance is 

about

*Refer to notification 
document for details

Yes

No

Yes

No

No

Yes

If not completed within 30 days, send 
grievance to Administration/Manager 

for escalation
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