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Whether you are the onereceiving the complaint, or the one being assigned the complaint, the
stepsare sill validE

1. AcknowledgeN identify yourself (if the physcian doesn®@know you), and acknowiedgethe
validity of the physcian® complaintN whether you agree or notisirrelevantEi f the physcian
has a complaint, whether real or perceived, it isto betreated asavalid complaint. (Note: If you
have been assigned the complaint, it isimportant to start the call by indicating tha you have been
requested by tofollow-upwith them regarding their concernabout___ )

Tips
a

b.

Do not pesondize theissue
Listen carefully and respectfully. Do notinterrupt If theissueis beng presented loudly,
ask if you can moveto aquieter place to learn more.

c. Veify tha theissueisimportant to you
d.

Do your best to drop wha you are doing to listen immediately. If you cannotbecause
you are providing patient care, reinforce theimportance of theissueto youand indcate
tha youwill bein toud as soonas you are finished providing care to the paient. Ask
them how they would prefer to be reached.

Thank the physcian for bringing theissueto your attention. If he/sheistaking 5 minutes
from their busy schedule, it obvioudy important to them.

Always remember tha thephydcian is your cusomer and tha you want hisgher
experience to bethebest that it can be

Project sincerity in yourrespon®. Maintain eye contact, keep your voice steady, do not
become emotiond abouttheissue If youget emotiond and rattled, your credibility is
weakened.

Do notarguewith the physcian or try to explain why they are wrongin ther perception.
While they may bewrong,when they are angry isnotthetimeto point that out. Insead,
take theissue and then go back later to explain. Or, if thar perceptionis wrongbecause
of undear expectationson the part of the organization, use the physcian@interpretation
as away to check your process for flaws.

2. ApologizeN do nottake the blame or assign, but apologize on behdf of the organization for the
inconvenience caused



Tips.

a. Remember tha apologizing is nottaking blame, it@ a means of acknowledging that their
issueisvalid

b. Usetheapology as an oppotunity to acknowledgetha theissue concernsyou as well.

c. Becareful notto assign blame or (pass the buckCEne ver say, Gt@ not my faultQ Ghe
other department always messes upQ Q0n frudrated that | haven®been able to fix tha
problem eitherQ and thelike. Thephyscian islooking for someoneto hdp him/her to
solve the problemEnot for someonewith whomto commiserate.

. AskN becertain that youundestand theissue. Answer questions ask the physcian for the
details so tha you have theinformation tha you need to resolve theissuefor him/he. Restate
your undestanding.
Tips.
a. Indicate tha in order to resolve theissue youwill need to gahe some additiond details.
Ask thephyscian if they are willing to provide them.
b. Listen carefully. Try to determineif this situaion occurs often, is hous-wideor ina
paticular area, estimated frequency, etc.
C. Restate yourundestanding of theissue
d. Ask thephyscian to expressthar desired solutionto you. Confirm tha they would like
for youto initiate aformal processto resolveit.
. ActN If theissueis more than you can fix yourself, give the physcian feedback aboutthe
process you will follow and when you will be back to them with feedback.
Tips.

a. Make certain the physcian undestandsthe action that you will take, and verifies
satisfaction with your proposd action. Review the issueresolution process as adoped
by the organization.

b. If theissueisnotonetha you can resolve, assigntheissueto the appropriate person for
follow-up.

c. If youareassigningtheissue inform the physcian tha you are doing so, and who they
may expect to bein touch with them. Stay abreast of theissue so that it doesn®goun-
addressed.

d. Monitor theissueresolution process for timing and follow-up by usng the daabase. |If
there are deviationsfrom the agreed upontimelines, enaure tha the physcian isreceiving
feedback.

e. If youfoundtheissue youown theissueuntl it@resolved, whether you are theone
taking action or not

. AcceptN Close theloop. Document theissuein the database. Follow-up to make certain that
theissue has been resolved according to timelineand in accordance with physcian@® satisfaction.
Tips.

a. By acceptingtheissueand doaumenting it, you are validating tha it isalegitimate
concern tha will be addressed.

b. Stay abreast of issues being resolved so tha as dudicate issues arise, you can
acknowedgetha others have shared similar conarnsand can share feedback onwha is
being doneto resolve theissue

. AdviseN Keep track of theissues to determine paternsand thereby, make system changeto
proactively prevent issuerecurrence.



Tips.

a. Advising meanstha you are keeping track of theissuesyou are resolving, aswell as
thoxe that are bigge issuesin thesystem. It isimportant to stay abreast of issues tha
may have longe term solutionsso that if a phygcian has a shorter term problem, you can
provide not only the short term solution, but can also share the bigge vision.

SAMPLE SCRIPT USING THE OUTLINED PROCESS

Issue Physdcian expresses concern tha imaging reports are doppy, open ended and do not provide
specific results.

Acknowledge r. Jones, thank you for taking the time from your busy day to share your concern
abouttheformat of imaging reports with me. | too care abouttheinformation being made available to
treat our paients and want to work with you to resolve thisissue O

Apologize: O am really sorry you have been having this problem, and will domy best to hdp resolve it
for you.O

Ask: Qnorder tha | may have all theinformation | need to better undestand wha@ happening, woud
you please answer afew questionsfor me?0 How often are you having problems with reports? Isit
only on certain shiftsor all thetime? Are there certain types of reports, or all reports? Isitin certain
depatments/areas?

Let merestate to besuretha | undestand.

Wha would you like to see thereports indudeor how would you like to see theissue of reports
resolved?0

Action: Dr. Jones, since | am Director of the Diagnodic Imaging Department, | will address thisissue
immediately with my Radiologists and with transcription. 1f we need to call onyouto review some
sample reports, would you bewilling to do so? | will have some feedback to you within 24 hous about
the approach tha we will take to resolve thisissuefor you, as well as an interim solution to make it
easier for youto view yourresults. Youmay hear from or aswe work througha
resolution, butbe assured that | will stay abreast of thisissueuntl itisresolved. Doesthis approach
meet with your satisfaction? What isthebest way for usto bein toudh with you for feedback?0

Accept: ONe have an issueresolution process here at MVH because we take your concerns serioudy.
While | work onaresolutionfor you, | will also beentering thisinformationinto a database tha we use
to track issues. Tha way, we make certain that issues do not go un-addressed and tha we are working
togeher to improve our practice environment.O

Advise: No script necessary here except fromissueresolver to leadership team. Focusof
communication should be on observationsaboutthe process, barriers to resolution, thingsthat may have
goneunresolved for opaationd reasons etc.



