
PDSA Cycle Grievance Process Improvement

Review current process 
and project materials

Patient education on 
process.

Grievance flyer and 
bulletin board. Use of 

acknowledgement and 
outcome letters.

Implement new strategy, 
monitor grievances and 

continue cycle.

Continue strategy, 
formalize intervention 

and monitor grievances.

No

Yes

What are our grievance 
trends?

Implement strategy. 

Patient education (ex. 
Why am I Cold? handout/

bulletin board)

Staff Education

Are we tracking 
grievances accurately?

How can we improve the 
grievance process?

Is the strategy working?

Are there less grievances 
in the area?

Are patients sharing 
grievances? Do 

patients know and feel 
comfortable using the 

process?

Document grievances 
and provide patient(s) 

with follow-up.

Root Cause Analysis 
(RCA) of trends in QAPI.

Use QAPI Checklist or RCA 
Tools.

What can we do to 
address the trends?

Staff training on grievance 
definition, process, 

patient perspective and 
documentation
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