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• Why Bother?
• Challenges
• Grievance and a Complaint
• When is a grievance reportable

Objectives

• F-Tag 585
• Grievance Policy
• Grievance Process

• Leave the presentation having learned
at least 1 new thing.
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Why Bother?
“In a matter of truth and justice, there is NO difference between large and small
problems, for issues concerning the involvement of people RESIDENTS are all the
same.”
Albert Einstein

Here’s just
ONE
of many reasons to

“BOTHER”
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A Life
• Vincent was born in 1923 a few years
before the Great Depression. When he
was 12 years old his father died, and
they lost their family home. He, his
sisters and mother had to work hard
and had to depend on relatives and
friends to just get by.
• At age 15 he met Irene, a lively,
beautiful and sensitive classmate; they
connected and became fast friends.
• They graduate in 1941 and married a
year later, in May 1942.

A Husband

• WW II began, and Vincent went off to war, serving in the US Army. Soon, he and Irene had their first child, a lil girl and over the
years, 6 more would follow, all boys. Years later they would share in the joy of grandchildren, 28 to be exact and a handful of
great-children.
• Vincent worked during the day at a factory and went to night school and got his business degree, while Irene raised their
children and volunteered in the rectory at St. Joan of Arc Catholic Church.
• Vincent and Irene were inseparable; they had a wonderful life until 2010 when ’s health began to decline. She had fallen,
broken her hip; while hospitalized suffered a small stroke. Irene could no longer get around and required a feeding tube for
nutrition.
• Vincent was dutiful, taking care of Irene and, although they could no longer take long walks together, they would sit on the
front porch and stroll down memory lane. They were content, until 2014, Vincent pulled his back while filling a bird feeder and
worried that he would not be able to adequately provide care for her while he recovered, they made the difficult decision and
placed Irene in a nursing home.
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The Nursing Home

• The CMS 5 Star rated nursing
home assured Vincent they
would take great care of his
wife and he need not worry.
• The admission director
boosted, “We are staffed
around the clock with an
array of professional nurses
to meet all Irene’s needs.”
• The nurses will make sure she
receives the attention and
care she needs and before
you know it, she would be
back home in your care.”

His Wife
• Vincent visited daily & Irene was always
so happy to see him.
• In fact, she was so happy to see him she
did not want him to leave her.
• Vincent did have some concerns, like, the
one day he came in while Irene’s feeding
tube was infusing, and he found the head
of the bed had not been raised.
• He immediately raised the head of the
bed and informed the nurse, she said,
“Oh, it was just like that for a minute.”
• He also noted she started to cough more
frequently and was not her happy, go
lucky self. Vincent always told the nurses
of his concerns, but no one ever got back
to him.

• He assured Irene, not much longer.
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The Visit
Vincent visited the following
afternoon and Irene was
delighted to see him,
especially because along with
him was their eldest son
carrying their new greatgrandbaby.
Vincent, Irene, their eldest
son and their new grandbaby
spent the rest of the
afternoon on the holding
hands just like old times.

The Day
But then just 10 days
later the unexpected
happened…
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Vincent was wakened by the sound of the telephone
A nursing home employee
bluntly told him…

“We are calling to
inform you, your wife
just died.”
…and the phone went silent

Because It Matters
It matters because…
Residents live with US and deserve an explanation when things go wrong.
Residents deserve to know that steps have been taken to make it less likely
to happen to another resident.
Grievances & complaints tell US about the quality of care OUR staff is
delivering. The staff that represents US.
They tell us about how responsive WE are, how safe, effective, caring and
well-led WE are.
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It Matters Because…
We ARE Human
Every grievance or complaint is an opportunity for US to improve. Complaints and grievances signal a
problem – what we learn can prevent accidents, abuse and neglect and suffering
Every grievance, every complaint and every concern is an opportunity to learn from our mistakes;
and to improve on the quality of care the care and services we work so hard to provide day after day.

Challenges
Physical and Mental Barriers
Loss of hearing loss of speech loss of sight loss of physical strength to persevere
Immobility mental impairment effects of medications depression inaccessibility of staff
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Psychological/Psychosocial Barriers
Fear of retaliation
Sense of isolation lethargy disorientation

Challenges

Loss of confidence result of depersonalization sense
of weakness resulting from illness disdain for the
label “complainer”
Social pressure to conform
Belief that this is the best it can be sense of
hopelessness and/or despair fear of upsetting the
family
Inability to question authority mystique about
medical issues unfamiliarity with staff
Lack of experience with assertive behavior,
particularly for women stereotypes, fears about age

Challenges
Lack of Information
About rights, entitlement, benefits about authority within the facility
About legal and administrative remedies about alternatives
About how to improve the situation about advocacy skills about

their RIGHT to complain
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What came first the compliant or the grievance?
What’s the difference & does it matter?

In its simplest definition
A complaint is an expression of dissatisfaction or concern.
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The Grievance
• An expression of
discontentment, an accusation
on which WE must act.
• Describes an alleged problem
concerning the health, safety,
welfare, rights, quality of care
of a resident or a potential
resident.
• It may be specific to an
individual or involve general
issues that affect many
residents or potential residents.

Now What?
What’s the difference between Complaints and Grievances
Aren’t they all the same?
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Complaints, as defined by CMS, are
resident issues that can be resolved

promptly or within 24 hours and
involve staff who are present, such as
nurse aide or a registered nurse at the
time of the complaint.
Complaints typically involve minor issues,
such as room housekeeping or food
preferences. (CMS)

Unresolved Complaints
will turn into Grievances
• Isolated incident is a complaint voiced by, or a problem
affecting, an individual.
*Ms. Jones complains that there is no soap in her bathroom,
and Mr. Williams tells you that he did not receive his personal
needs allowance last month.
• Recurrent incident is a complaint voiced by, or a problem
that repeatedly affects, not only the same resident but other
residents as well or reoccurs after the problem apparently was
solved.
*Ms. Jones again complained this month about the lack of
soap in her bathroom, although last month soap was provided
and the residents on the 2nd and 4th floor did not get all their
clothes returned from laundry.
• Widespread incident is a complaint voiced, or problems
that occur, widely throughout the facility. All or many of the
residents are affected, or a group of residents is experiencing
a similar problem or voicing the same complaint.
*Today you receive a complaint concerning poor sanitation
throughout the building and lack of meaningful activities for
residents unable to leave their rooms would be widespread
incidents
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No Difference
The “standard” does not distinguish between "formal" and "informal" grievances, or between "grievances" and "complaints."

Grievance is any communication, oral or written, from a resident to any employee of the organization, expressing dissatisfaction with any
aspect of the organization’s operations, activities, or behavior, regardless of whether any remedial action is requested.

Grievance describes an alleged problem concerning the health, safety, welfare, rights, quality of care of a resident or a potential resident.

Grievances
Encompass a wide
range of concerns
Grievances are legitimized by meeting the
definition set forth by CMS interpretive
guidance.
If a resident perceives "neglect" or "abuse,"
despite immediately apparent evidence to
the contrary, the resident's concern must
be treated as a grievance.
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F Tag 585 Grievances

Intent of
Regulation
Support each resident’s right to voice
grievances, such as those about
treatment, care, management of
funds, lost clothing, or violation of
rights
Ensure that a policy is in place to
process grievances, and
We are making prompt efforts to
resolve a grievance and to keep the
resident appropriately apprised of
progress toward resolution
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Grievances §483.10
▪ The right to voice grievances to the facility or other agency or entity that
hears grievances ANYBODY without discrimination or reprisal and
without fear of discrimination or reprisal.
▪ Such grievances include ANYTHING with respect to care and

treatment which has been furnished as well as that which has not been
furnished, the behavior of staff and of other residents, and other
concerns regarding their LTC facility stay.

First & Foremost
Develop a Grievance Policy and Procedure
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Grievance Policy and Procedure

Policy Must Dos
Review and update Grievance P & P with Medical Director
Review, bring to QAPI, revise, Finalize and educate and implement grievance P & P in accordance to the new RoP using the new
regulatory language

Grievance postings throughout the facility include name and contact information of Grievance Official
Notify residents individually of right to file grievances orally/writing
Update Grievance/Complaint Log to incorporate required components
Update grievance investigation forms to reflect changes
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Policy Must Dos

• Review and revise Grievance process in the Resident/Family Council bylaws. Present the
updates to the Resident Council.
• Review Grievance process at care conferences; part of resident, resident representative
education process
• Review and revise admission agreement to include Grievance P & P as well as a handout with
the Grievance Officials name and contact information

Conduct all staff education on the Grievance process, roles and responsibilities as well
as the Grievance Officials roles and responsibilities; add to annual training calendar.
Update facility Abuse Prevention Program to include the Grievance process as well as
Grievance Official’s role and responsibilities
Develop a process to educate all current residents and resident representative on the
new Grievance process as well as Grievance Official’s role and responsibilities; include
their rights, investigation process, and the follow up process
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Policy Must Haves
• Track, trend and analyze all grievances to determine specific actions needed for performance improvement; Incorporate
grievance process and outcomes into the facility QAPI program
• Develop a Grievance Official orientation and competency training process that aligns with the facility Grievance P & P and
regulatory requirements
• Update records retention P & P to reflect the maintenance and confidentiality of the grievance records; to be included in the
QAPI program

Policy Statement
All grievances filed will be investigated promptly; if abuse or neglect is
suspected, will follow state and federal regulations to rule out abuse
and actions will be taken to resolve the grievance(s) in a timely manner.
DEFINITION §483.10(j)
“Prompt efforts to resolve” include facility acknowledgment of a complaint/grievance and actively
working toward resolution of that complaint/grievance.

17

10/25/2018

Policy Implementation
✓ A GRIEVANCE can be completed by

Anyone; by any means

✓ Ensure resident SAFETY; begin preliminary investigation
✓ Notify Administration – Grievance Official

Grievance Official
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Oversees the grievance process

Grievance
Official’s
Duties

Receives and tracks grievances
through to their conclusions

Leads any necessary investigations by
the facility
Maintains the confidentiality of all
information associated with
grievances
Coordinates with state and federal
agencies as necessary in light of
specific allegations

Procedure
Promote the grievance process throughout the organization.
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Resident Notification
Inform residents orally
and in writing of their
right to make

Complaints
&
Grievances

The Notice MUST contain
Information on how to file a grievance or complaint
Resident right to file grievances orally or in writing
Resident right to file grievance anonymously
Contact information of the facility designated Grievance Official
Name
Business address
Email
Business phone
Reasonable time frame for completing the review of a complaint
Resident right to obtain a written decision regarding grievance
Contact information of independent entities with who grievances may be filed
Pennsylvania Department of Health
State Survey Agency
State Long Term Care Ombudsman program
Protection or Advocacy systems/organizations
Additional notices of the facility grievance process will be displayed in prominent locations throughout the facility
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The Complaint

Example
A grievance or concern can be expressed orally to the Grievance Official or facility staff or in
writing using a grievance form which will be located adjacent to the Bill of Rights posting located
throughout the facility.
Grievances may be given to any staff member who will forward the grievance to the Grievance
Office or they may file the grievances anonymously in the designated box located.

The Staff Response
Any employee who receives a complaint
must immediately attempt to resolve the
complaint within their role and authority.
If a complaint cannot be immediately
resolved the employee must take that
complaint to their supervisor and the
facility Grievance Official.
When necessary, take immediate action to
prevent further potential violations of any
resident right while the alleged violation is
being investigated.
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The Grievance Process
• Upon receipt of a grievance or concern, the Grievance Official will
review the grievance, determine immediately if the grievance meets
a reportable complaint.
• Consistent with the facility’s Abuse Prevention Policy the facility
Administrator, Director of Nursing and Grievance Official will
immediately report all alleged violations involving neglect, abuse,
including injuries of unknown source as required by regulation.
• The Grievance Official will initiate the appropriate notification and
investigation processes per individual circumstance and facility
policies.

The Team
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The Investigation
✓A review of the completed grievance report
✓An interview with the person or persons reporting the incident if applicable
✓Interviews with any witnesses to the incident or concern
✓A review of the resident medical record if indicated
✓A search of resident room (with resident permission)
✓An interview with staff members having contact with the resident during the
relevant periods or shifts of the alleged incident
✓Interviews with the resident’s roommate, family members, and visitors
✓A root-cause analysis of all circumstances surrounding the incident.

The Resolution
Strive for a prompt resolution (5 days) outcome
The Grievance Official will complete a written
response to the resident or resident representative
which will include:

✓Date of grievance/concern
✓Summary of grievance
✓Investigation steps
✓Findings v. Resolution
✓Outcome and actions taken and
✓Date decision was issued
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The “Resident Grievance/Complaint Investigation Report Form” will be
filed with the Administrator within five (5) working days of the incident.
The resident will be informed of the findings of the investigation, as well
as any corrective actions recommended, within 5 working days of the
filing of the grievance or complaint.

Grievance Official
must record and maintain all
grievances and complaints on the
Resident Grievance Complaint Log
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Grievance Log
Following information must be recorded & maintained in the log:
• Date the grievance/complaint was received
• Name and room number of the resident filing the grievance/complaint
• Name and relationship of the person filing the grievance/complaint on behalf of the resident
• Date the alleged incident took place
• Name of the person(s) investigating the incident
• Date the resident, or interested party, was informed of the findings, and
• Disposition of the grievance

QAPI
Track, Trend & Analyze
• grievance process findings
• performance gaps, and
• opportunities for improvement
Grievance/Complaints must be incorporated
into the Quality Assurance and Performance
Improvement program.
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Ignored
Grievances
Will often
lead to

Abuse

Thank you

27

10/25/2018

References
Medicare and Medicaid Programs; Reform of Requirements for Long-Term
Care Facilities 10/04/16:
https://www.federalregister.gov/documents/2016/10/04/201623503/medicare-and-medicaidprograms-reform-of-requirements-for-longterm-care-facilities
CMS Memo Ref: S&C 17-07-NH: Advance Copy – Revisions to State
Operations Manual (SOM), Appendix PP- Revised Regulations and Tags,
11/09/16:https://www.cms.gov/Medicare/Provider-EnrollmentandCertification/SurveyCertificationGenInfo/Downloads/Survey-and-CertLetter-17-07.pdf

28

