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PURPOSE:
To provide an organized process to receive, investigate and respond in a timely manner to any complaints from patients/families/customers.
To uphold the patient’s rights and responsibilities as determined by NHPCO, CMS, DHMH Office of Healthcare Quality, and The Joint Commission.

POLICY:
Any difference of opinion, dispute, or controversy between a patient, family or patient representative and HWC is handled according to HWC’s mission, applicable laws and regulations.  HWC is committed to responding to any concerns or differences.  

PROCEDURE;

·       All patients are informed of their right to voice a complaint on the “Patient’s Bill of Rights    
           And Responsibilities” given to each patient/family during the admission process.

· During each visit, HWC staff members will assess the patient’s care, service needs and response to such in relation to HWC stated mission, philosophy and applicable laws.

· The HWC staff members will report complaints, issues or concerns immediately.  The AVP of Clinical Services or designee investigates the complaint and responds to the complainant within five business days. The AVP of Compliance receives documentation regarding complaints and maintains complaint records. HWC attempts to resolve all issues to the patient’s or family’s satisfaction at the level of occurrence whenever possible.

· If the complaint is not resolved to the complainant’s satisfaction, the complaint is written, or HWC receives the complaint after services are terminated, it becomes a grievance. A grievance must be responded to in writing within 14 business days. The written response will include how HWC intends to handle the grievance and the time frame within which the complainant can expect to be contacted with a resolution to the grievance.

· HWC may seek assistance from the Ethics Committee if the AVP of Clinical Services or designee cannot resolve the concern to the patient’s satisfaction.  A member of the Ethics Committee will then investigate the grievance and contact the patient or patient representative in an attempt to resolve the differences.

· The patient is informed of their right to notify Maryland’s Health Care Quality Home Health Hotline or the Licensing and Certification Administration.

· HWC will document and maintain a file of all complaints and any action taken

· AVP of Compliance will maintain the file summarizing all concerns received during a quarter and report to the QAPI Committee.  Reports may include:

· Number of complaints received

· Type of complaints received

· Action and resolution of complaints

· AVP of Compliance or designee orients all staff members (clinical and non clinical) to the complaint process.

· HWC staff members will notify the AVP of Clinical Services (or his/her designee) if the patient’s need for or want for care or service exceeds HWC capability or is in direct conflict with HWC’s scope, mission, ethics and philosophy.

· Based upon the determination of needs and the reason for not meeting those needs, the patient may be:

· Transferred to another hospice, home health agency, hospital or other care provider;

· Transferred to the care of the family or caregiver;

· Transferred to the care of the physician;

· The patient, family or caregiver will receive information regarding the care and services not provided by HWC, including the risks and consequences of not obtaining those additional services.
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