- =
AL RAIA’A HOME

e —
ALTH CARE

COMPIAINT HOW (HART

Stage 1

The complaint is submitted to
Al Raiaa Home Health Care

NO

[s the complainant the
Patient, relative or guardian

Secure a consent from the
patient

l YES

The Patient Affairs will call the complainant and will inform that the complaint was received and
investigation will be initiated (within 24 hours from the date of the complaint was received)

The Patient Affairs will inform the Head Nurse/PT In-Charge
regarding the complaint

The involved personnel will fill up and send an Explanation Form regarding the
complaint (within 24 hours from the date of the complaint was received)

Investigation by the Head Nurse/PT In-Charge shall be initiated 48-72 hours from the time the
complaint was reported and completed with 5 working days from the start of investigation.

Implementation of identified corrective measures during the Investigation and
inform the complainant regarding the outcome of the investigation.

l

Was the complaint
addressed and closed?

Complaint is closed

Stage 2

Stage 3

The complaint will be escalated to the General Manager

The General Manager together with the Quality Coordinator will review
the Stage One findings 24 hours after the complaint is forwarded

Review shall be completed within 3 working days from the start it was forwarded

Implementation of identified corrective measures during the Review and inform the
complainant regarding the outcome of the review.

l

Complaint is closed

Was the complaint
addressed and closed?

The complaint will be forwarded to Department of Health

Al Raiaa Home Health Care will comply
with Department of Health requirements
on Complaint Management

Complaint Form is Stored: One Copy to Quality Department and One Copy to Employees file

Complaint and
Performance Analysis




