
SHARE ANY CONCERNS ABOUT CARE

HOW TO
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FIRST, MAKE SURE YOUR CONCERN IS MEDICAL.

We are not talking about whom to complain to about lack of parking, food 
choices, and similar issues.

MEDICAL CONCERNS TO SHARE:

•	Error in diagnosis.

•	Medication side effects not explained.

•	Treatment not working as expected,  
promised, or explained.

•	Poor pain management.

•	Unresponsive or abusive medical staff.

•	 Inexperienced medical staff.

•	Poor patient assistance when needed.

If you have shared an URGENT concern with NO results and 
your loved one is “GOING DOWNHILL…”

CALL THE RAPID RESPONSE TEAM (RRT)

•	A clinical team with critical care experience that provides rapid 

assessment and treatment of patients who appear to be in crisis, or 

whose conditions appear to be significantly worsening.

•	 Individual hospitals often have their own rules for how a patient, family 

member, or advocate can call the team.

•	 If you can’t find the rules, dial 0/operator 

on the landline, give the room number and 

patient name, and say, “I am calling for a 

rapid response team!”

When you have a concern, 

take good notes about every 

conversation, including details 

about names, dates, times, 

and your reasons for worry.

NOT FEELING HEARD 

BY YOUR LOVED ONE’S 

MEDICAL TEAM?

If your concerns are not 

resolved after sharing them with 

your loved one’s medical team, 

there are other hospital staffers 

who can help you.

Learn more about them on the 

next page!
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continued next page…



HOSPITAL STAFF WHO CAN HELP TROUBLESHOOT YOUR CONCERNS ABOUT CARE:
(titles may vary by hospital)
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Case Manager/Social Worker/Discharge Planner

•	Typically, a nurse who helps organize care needs 
and communicates with providers, patients  
and families.

•	Provides patients and families information about 
resources to manage the emotional, financial, and 
social needs related to their illness.

•	Coordinates discharge planning (assessing a 
patient’s ongoing medical needs when they 
leave the hospital and creating a plan to ensure 
patients are discharged to the most appropriate 
environment for any ongoing care needs).

Patient Advocate/Patient Liaison

Patient advocate services are available at most hospitals 
to help you find answers or solutions to many concerns 
you might have. If you need more in-depth help, you may 
wish to hire a professional patient advocate.  
(See GNAnow.org.)

 Patient advocates can help:

•	Find resources and solutions for medical issues.

•	Coordinate care among doctors and  
medical services. 

•	Determine important questions to ask doctors.

•	Gather information about diagnoses, care plans, 
treatment options, and medications, which can 
help clear up any questions or concerns.

•	Address billing and insurance issues. 

•	File complaints or grievances if needed. 

Patient Relations Ombudsman

•	Reviews patient complaints in a hospital and 
between the patient and the hospital system.

Patient Experience Team

•	Helps patients and families understand  
hospital policies.

•	Evaluates concerns or complaints about hospital 
care or services.

Patient Safety Officer

•	Determines potential risks in a hospital system, 
designs policies to minimize the risk of medical 
errors, and investigates incidents while tracking 
overall trends in patient safety.

Quality Management

•	A team that reviews data such as patient 
outcomes, experiences, and adverse events 
following a hospitalization.

•	Recommends modifications of policy to improve 
care in the future.

Risk Management

•	Works to identify and reduce risks to patients, 
staff, and visitors.

•	Works in areas related to patient safety, clinician 
quality improvement, legal compliance, medical 
claims, insurance, and data security.

continued next page…

http://GNAnow.org.
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You may file a COMPLAINT if 
the concern you shared with your 
loved one’s medical team is not 
resolved within 24 hours.

You may file a GRIEVANCE if your COMPLAINT is  
not resolved with the help of other hospital staff.

•	A grievance is a formal complaint that you can file 

with the hospital if you are not satisfied with the 

care received. 

•	To file a grievance, provide the hospital with 

your name, contact information, and a detailed 

description of your complaint. Be sure to include 

any supporting documentation, such as medical 

records or witness statements.

•	The hospital will investigate your grievance and 

respond to you within a certain time frame. 

The specific timing will vary depending on the 

hospital’s policies. 

•	 If you are not satisfied with the hospital’s 

response, you can appeal the decision.

•	For more information about filing a hospital 

grievance, you can contact the hospital’s patient 

advocate or patient relations department.

•	You can find information online at The Joint 

Commission, a non-profit organization that 

accredits hospitals.

DON’T FEEL HEARD? YOU HAVE OPTIONS. 
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https://www.jointcommission.org/
https://www.jointcommission.org/

