CQI Action Plan

Patient Satisfaction & Grievances

	FACILITY:
	CONTACT:
	Interdisciplinary Team Members:

Medical Director

Physicians

Registered Nurses 

Dietitian

Social worker

Patient care technicians



	GOAL: (Example) Analyze and document complaints to identify trends 

(Example) Utilize patient satisfaction tools to identify opportunities to improve care.
	

	PROBLEM STATEMENT:

(Example) Patient Satisfaction & Grievances not a consistent part of CQI review
	

	ROOT CAUSE(S):

(Example) Lack of communication between facility staff and patients
	

	ACTION PLAN
	TEAM MEMBER
	START DATE
	ESTIMATED

COMPLETION DATE
	ACTUAL

COMPLETION DATE
	COMMENTS

(STATUS, OUTCOMES, DISPOSITION, ETC.)

	1. Designate staff member(s) in dialysis facility responsible for monitoring patient satisfaction and complaints/grievances. 

2. Annually assess patient satisfaction using the KDQOL and CAHPS survey tools.

3. Track all patients’ complaints & grievances. Review monthly at CQI meeting.

4. Identify any trends in patient complaints

5. Review and familiarize staff & patients with facility grievance policy
6. Maintain confidentiality of grievant

7. Promote and maintain professionalism of staff with patients at all times.


	 
	
	
	
	


