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PURPOSE: To provide a standardized, regulatory-compliant framework for responding to complaints and grievances promptly. To provide tracking and trending data from complaints and grievances to implement process and performance improvement based on the feedback received. 
DEFINITIONS: 


Grievance: Any verbal or written expression of dissatisfaction regarding care, treatment, services, or respect for person or property provided by the hospice.  This includes concerns regarding abuse, neglect, mistreatment, or violation of rights. Grievances include concerns that are not otherwise defined as appeals or adverse benefit determinations.  

Complaint: A complaint is a verbal expression of dissatisfaction regarding care, services, staff conduct, or operational issues that can be resolved promptly by staff at the time it is communicated.  A complaint does not require a formal investigation or written response unless requested by the patient or patient representative. If the concern cannot be resolved promptly or a formal review is requested, the complaint becomes a grievance. 

Patient Representative: A patient representative is a legally authorized decision-maker or caregiver designated by the patient to file a grievance on their behalf.


Retaliation: Retaliation is any adverse action of differential treatment taken in response to a patient or representative filing a grievance. 

SCOPE: All staff 
POLICY:
Patients have the right to voice grievances regarding treatment/services or lack thereof, or concerns about respect of person or property. They have the right to file a grievance without fear of retaliation, discrimination, or denial of services, and to receive information on how to file a grievance and the investigation process.
Grievances may be filed orally- in person or by phone. They may also be filed in writing, which includes paper form, email, fax, or other written communication. 

The hospice ensures assistance is available for individuals with literacy, language, physical, cognitive, or other barriers. 

Notification of grievance rights are provided upon admission, both by verbal explanation and handout to the patient and or representative, and periodically thereafter if asked.

This information includes: 

· How to file a grievance

· Their right to file a grievance

· Contact information for who will receive the grievance

This information is provided in a language and manner that the patient and/or representative understands. 

The Hospice designates a person to handle grievances.  At Suburban Hospice, this is the Hospice Administrator or the Director of Operations and Social Services. In their absence, the Director of Nursing will fulfill this role. 

PROCEDURE: 

1. The person receiving the grievance or complaint will notify the Administrator or designee. 

2. The Administrator or designee will identify the concern as a grievance or complaint.  If it is a complaint, the Administrator will ensure that the complaint was fully addressed and taken care of by the staff present.

3. If the Administrator identifies the concern as a grievance, it will be: 

a. Logged on the Grievance Log
b. Reported in the incident/adverse event log

c. An investigation will begin and will include individuals involved.
d. The Administrator or designee will contact the patient or representative and hear the full grievance. 

e. The administrator or designee will educate the patient or representative on the grievance process

f. Once the grievance is heard, an initial letter acknowledging receipt of the grievance will be sent to the patient or representative. 

g. Once the investigation has been completed, a final written response will be sent to the patient or representative stating: 

i. The date the grievance was received

ii. Steps taken in the investigation

iii. Findings and actions taken

iv. Final outcome and resolution communication. 
4. NOTE: External reporting options, such as state or CMS, are available in the patient’s admission to hospice book. 
5. Patients and/or representatives who file grievances will not be subjected to retaliation, discrimination, or denial of services for exercising their right to file a grievance. 

6. All grievances, correspondence, and investigations will be kept in compliance with Suburban Hospice’s Record Retention Policy. 

7. Findings from grievance investigations will be used in ongoing performance improvement initiatives. 

REFERENCE: 
CMS /Medicare 42 CFR 418.52 Patient Rights
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