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Objectives

1) Outline the structure of a robust anonymous 

grievance process

2) Review promising practices for implementation

3) Identify ways to reduce patient's fear of retaliation
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Anonymous Grievances 

● Lack of understanding the grievance process

● Fear of retaliation based on: 
○ Inherent power imbalance between patient/provider 

○ Perception
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Prepare for the Process

• Be clear on the process and standardize it

• Lead the way 

• Make grievance packets to have at each RN station, 

at the front desk and at desk of each administrator
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Grievance Process

1) Restate the grievance

2) Investigate

3) Intervene

4) Communicate

5) Review in monthly Quality Assessment Performance

Improvement (QAPI) meetings
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Restate the grievance

● What is a grievance?
○ Centers for Medicare & 

Medicaid (CMS) definition

● As a provider, you 

need to restate the 

grievance from the 

facility’s point of view
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Investigate

● Talk to patients and staff

● Patient Advocates
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Intervene

● Educate the staff either individually or as a group 

● Make a policy/procedure change to the 

facility operations
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Communicate

● Find ways to reach patients about the 

grievance process 
○ Example: Speak Up Campaign

● Meet and chat
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Review in QAPI

● PDSA: Plan–Do–Study–Act  

● Monthly review
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Promising Practices

● Suggestion box

● Patient Comment Line

● Regular check-ins from multiple Interdisciplinary 

Team (IDT) members

● Network Process: Please refer to your ESRD Network

○ Grievance Toolkit

○ Building Patient Trust
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Tips for Success

● Mutual Respect
● Clear boundaries, expectations, and follow through
● Ongoing staff and patient education
● Everyone is part of the grievance process
● Key words 
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Retaliation

● True retaliation versus perception

● The best defense is a good offense
○ Build trust

● Seek feedback; show feedback
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Other Examples

What situations or anonymous grievances have 

you encountered that have presented challenges?
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Questions?
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