
<RXU�5LJKWV 

· ,� KDYH� WKH� ULJKW� WR� EH� WROG� DERXW�P\� ULJKWV�
DQG� UHVSRQVLELOLWLHV� LQ� D� ZD\� WKDW� ,�
XQGHUVWDQG�� 

· ,� KDYH� WKH� ULJKW� WR� EH� WUHDWHG� ZLWK� UHVSHFW�
DQG�GLJQLW\��DQG�DV�D�XQLTXH�LQGLYLGXDO�� 

· ,�KDYH�WKH�ULJKW�WR�SULYDF\�DQG�FRQILGHQWLDOLW\�
LQ� DVSHFWV� RI� P\� WUHDWPHQW� DQG� PHGLFDO�
UHFRUGV�� 

· ,� KDYH� WKH� ULJKW� WR� UHYLHZ� P\� PHGLFDO�
UHFRUGV�DQG�REWDLQ�FRSLHV�LI�GHVLUHG� 

· ,�KDYH�WKH�ULJKW�WR�EH�WROG�DERXW�WKH�VHUYLFHV�
RIIHUHG� DW� WKH� FHQWHU� DQG� DQ\� FKDUJHV� IRU�
VHUYLFHV� QRW� FRYHUHG� E\� LQVXUDQFH� RU�
0HGLFDUH�� 

· ,�KDYH�WKH�ULJKW�WR�EH�WROG�DERXW�DQ\�ILQDQFLDO�
KHOS�DYDLODEOH�WR�PH�� 

· ,�KDYH�WKH�ULJKW�WR�EH�WROG�DERXW�P\�KHDOWK�LQ�
D�ZD\�WKDW�,�XQGHUVWDQG� 

· ,� KDYH� WKH� ULJKW� WR� PHHW� ZLWK� P\� ZKROH�
KHDOWK�FDUH�WHDP�WR�SDUWLFLSDWH�DV�SDUW�RI�WKH�
WHDP�LQ�WKH�SODQQLQJ�RI�P\�FDUH� 

· ,� KDYH� WKH� ULJKW� WR� EH� WROG� DERXW� DQG� WR�
FKRRVH� P\� WUHDWPHQW� RSWLRQV�� LQFOXGLQJ�
WKRVH�QRW�RIIHUHG�E\�P\�GLDO\VLV�XQLW�� 

· ,� KDYH� WKH� ULJKW� WR� DFFHSW� RU� UHIXVH� DQ\�
WUHDWPHQW�RU�PHGLFLQH�P\�GRFWRU�RUGHUV� IRU�
PH�� 

· ,� KDYH� WKH� ULJKW� WR� KDYH� DQG� H[HFXWH�
DGYDQFH�GLUHFWLYHV� 

· ,�KDYH�WKH�ULJKW�WR�EH�WROG�DERXW�WKH�UXOHV�DW�
WKH� WUHDWPHQW�FHQWHU� �IRU�H[DPSOH�� UXOHV� IRU�
YLVLWRUV��HDWLQJ��SHUVRQDO�FRQGXFW��HWF��� 

· ,� KDYH� WKH� ULJKW� WR� NQRZ� DERXW� JULHYDQFH�
SURFHVV�RSWLRQV� 

· ,� KDYH� WKH� ULJKW� WR� NQRZ�DERXW� WKH� IDFLOLW\¶V�
GLVFKDUJH�DQG�WUDQVIHU�SROLFLHV� 

<RXU�5HVSRQVLELOLWLHV 

· ,�QHHG�WR�SDUWLFLSDWH�DV�SDUW�RI�WKH�KHDOWK�FDUH�
WHDP�LQ�WKH�SODQQLQJ�RI�P\�FDUH� 

· ,� QHHG� WR� WUHDW� RWKHU� SDWLHQWV� DQG� VWDII� DV� ,�
ZRXOG�OLNH�WR�EH�WUHDWHG��ZLWK�UHVSHFW�� 

· ,�QHHG�WR�SD\�P\�ELOOV�RQ�WLPH��,I�WKLV�LV�KDUG�IRU�
PH��,�FDQ�DVN�DERXW�D�SD\PHQW�SODQ�� 

· ,� QHHG� WR� WHOO�P\� KHDOWK� FDUH� WHDP� LI� ,� UHIXVH�
DQ\�WUHDWPHQW�RU�PHGLFLQH�WKDW�P\�GRFWRU�KDV�
RUGHUHG�IRU�PH�� 

· ,� QHHG� WR� WHOO� P\� KHDOWK-FDUH� WHDP� LI� ,� GRQ¶W�
XQGHUVWDQG�P\�PHGLFDO�FRQGLWLRQ�RU�WUHDWPHQW�
SODQ�� 

· ,� QHHG� WR� WHOO� P\� KHDOWK� FDUH� WHDP� LI� ,� KDYH�
WURXEOH� IROORZLQJ� P\� GLHW�� WDNLQJ� P\�
PHGLFDWLRQV��RU�IROORZLQJ�DQ\�RWKHU�SDUW�RI�P\�
SODQ�RI�FDUH� 

· ,�QHHG�WR�EH�RQ�WLPH�IRU�P\�WUHDWPHQWV�RU�RWKHU�
KHDOWK�FDUH�DSSRLQWPHQWV�� 

· ,� QHHG� WR� WHOO� WKH� VWDII� DW� WKH� FHQWHU� LI� ,� NQRZ�
WKDW�,¶P�JRLQJ�WR�EH�ODWH�RU�PLVV�D�WUHDWPHQW�RU�
RWKHU�KHDOWK�FDUH�DSSRLQWPHQWV�� 

· ,� QHHG� WR� WHOO� P\� KHDOWK-FDUH� WHDP� LI� ,� KDYH�
PHGLFDO�SUREOHPV��DP�JRLQJ�WR�WKH�GHQWLVW��DP�
EHLQJ� WUHDWHG� E\� DQRWKHU� GRFWRU�� RU� KDYH�
UHFHQWO\�EHHQ�WR�WKH�KRVSLWDO�� 

· ,�QHHG�WR�IROORZ�WKH�UXOHV�RI�WKH�FHQWHU�� 
· ,� QHHG� WR� JHW� WR� DQG� IURP� WKH� FHQWHU� IRU� P\�

WUHDWPHQWV��,�FDQ�WDON�ZLWK�P\�VRFLDO�ZRUNHU�LI�,�
QHHG�KHOS�GRLQJ�WKLV� 

· ,�QHHG�WR�LQIRUP�VWDII�RI�RWKHU�FKDQJHV�VXFK�DV�
LQVXUDQFH��DGGUHVV��DQG�WHOHSKRQH�QXPEHU� 

 
 
 
 

$GDSWHG�IURP���ZZZ�PHGLFDUH�JRY�GLDO\VLV�KRPH�DVS 

$V�D�SHUVRQ�ZLWK�NLGQH\�IDLOXUH��\RX�KDYH�FHUWDLQ�ULJKWV�DQG�UHVSRQVLELOLWLHV��:KHQ�\RX�JR�
WR�D�WUHDWPHQW�FHQWHU��DVN�IRU�D�FRS\�RI�\RXU�ULJKWV�DQG�UHVSRQVLELOLWLHV��7KLV�ZLOO�KHOS�\RX�
NQRZ�ZKDW�WR�H[SHFW�IURP�\RXU�KHDOWK-FDUH�WHDP�DQG�ZKDW�WKH\�FDQ�H[SHFW�IURP�\RX��<RXU�
FHQWHU�PD\�KDYH�OLVWV�OLNH�WKH�IROORZLQJ� 

To file a grievance please contact Quality Insights Renal Network 5 at 1-866-651-6272, 
Network5@qualityinsights.org, 300 Arboretum Place, Suite 310, Richmond, VA 23236, 

and www.qirn5org.  

RECOMMENDED PATIENT RIGHTS AND RESPONSIBILITIES 



300 Arboretum Place 
Suite 310 

Richmond, VA 23236 
Phone: 804.320.0004 

Fax: 804.320.5918 
 

Web: www.qirn5.org 
Email: Network5@qualityinsights.org 

This document was prepared by the Mid-Atlantic Renal Coalition, under contract with the Centers for Medicare and 
Medicaid Services (CMS Contract # HHSM-500-2016-00005C).  The contents presented do not necessarily reflect CMS policy. 

Patient Grievance Policy 



:KDW�GR�,�GR�LI�,�KDYH�D�FRQFHUQ"�� 
 
)LUVW� WU\� WR� VSHDN� ZLWK� WKH� IDFLOLW\� VRFLDO� ZRUNHU��
GLUHFWRU� RI� QXUVLQJ�� RU� DGPLQLVWUDWRU� DERXW� \RXU�
FRQFHUQ���<RXU�IDFLOLW\�VKRXOG�KDYH�WKH�VWHSV�IRU�LWV�
JULHYDQFH� SURFHGXUH� FOHDUO\� SRVWHG�� <RX� DUH�
HQFRXUDJHG� WR� DOORZ� WKH� IDFLOLW\� WR� DGGUHVV� WKH�
LVVXH�ILUVW��+RZHYHU��WKLV�LV�QRW�D�UHTXLUHPHQW��7KH�
1HWZRUN�ZLOO�EHFRPH�LQYROYHG�LI 
 
· <RX� DUH� QRW� FRPIRUWDEOH� ILUVW� KDQGOLQJ� WKH�

LVVXH�DW�WKH�IDFLOLW\�OHYHO�� 
· <RX�EHOLHYH� \RXU� FRQFHUQV�ZHUH� QRW� UHVROYHG�

DW�WKH�IDFLOLW\�OHYHO� 
 
:LOO�WKH�GLDO\VLV�RU�WUDQVSODQW�IDFLOLW\�NQRZ�WKDW�
,�KDYH�ILOHG�D�JULHYDQFH"�� 
 
$QRQ\PRXV� JULHYDQFHV� FDQ� EH� SURFHVVHG��
+RZHYHU��LW�LV�PRUH�GLIILFXOW�WR�JDWKHU�LQIRUPDWLRQ�LI�
WKH�JULHYDQFH�LV�DQRQ\PRXV���<RX�ZLOO�EH�LQIRUPHG�
LI� WKDW� LV� WKH� FDVH�� :H� ZLOO� QRW� SURFHHG� ZLWKRXW�
\RXU�FRQVHQW� 
 
+RZ�GR�,�FRQWDFW�WKH�1HWZRUN"�� 
 
7KH�1HWZRUN�ZLOO� LQYHVWLJDWH� JULHYDQFHV� UHFHLYHG�
E\� SKRQH�� E\� ID[�� RU� LQ� ZULWLQJ�� � $� 3DWLHQW�
*ULHYDQFH� )RUP� KDV� EHHQ� GHYHORSHG� DQG� LV�
DYDLODEOH� IURP� WKH� 1HWZRUN� RIILFH� RU� RQ� RXU�
ZHEVLWH�� ZZZ�TLUQ��RUJ�� � � ,W� ZRXOG� EH� KHOSIXO� WR�
XVH� WKLV� IRUP�� 7KH� IRUP� HQVXUHV� WKDW� DOO� WKH�
LQIRUPDWLRQ� WKH� 1HWZRUN� QHHGV� WR� SURFHVV� WKH�
JULHYDQFH� LV� SURYLGHG�� � +DYLQJ� DOO� WKH� QHHGHG�
LQIRUPDWLRQ�ZLOO�VSHHG�XS�WKH�SURFHVV� 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

)HGHUDO�5HJXODWLRQV�^���&)5�Ζ�������`�UHTXLUH�
GLDO\VLV� IDFLOLWLHV� WR� HQVXUH� WKDW� SDWLHQWV� DUH�
DZDUH�RI� WKHLU� ULJKWV�DQG� UHVSRQVLELOLWLHV��7KLV�
HGXFDWLRQ�PXVW�LQFOXGH�WKH�SDWLHQW¶V�ULJKW�WR�ILOH�
D�JULHYDQFH� 
 
7KH� 1HWZRUN� �4XDOLW\� ,QVLJKWV� 5HQDO� 1HWZRUN�
��� EHOLHYHV� WKDW� HYHU\� SDWLHQW� VKRXOG� UHFHLYH�
TXDOLW\� FDUH�� � 7KH� 1HWZRUN� FDQ� KHOS� GLDO\VLV�
SDWLHQWV�ZLWK�FRQFHUQV�DERXW� WKHLU�FDUH�� ,I�\RX�
KDYH�D�FRQFHUQ��WKH�1HWZRUN¶V�UROH�LV�WR�VHUYH�
DV� DQ� LQYHVWLJDWRU�� IDFLOLWDWRU�� UHIHUUDO� DJHQW��
FRRUGLQDWRU��DQG�RU�HGXFDWRU�� �7KH�SXUSRVH�RI�
WKH�1HWZRUN�LQ�D�JULHYDQFH�LV�WR 
 
· .HHS� FRPPXQLFDWLRQV� RSHQ� EHWZHHQ�

SDWLHQWV�DQG�(65'� IDFLOLW\� VWDII� RQ� LVVXHV��
SUREOHPV�RU�JULHYDQFHV� 

· (QVXUH� SUREOHPV�DUH� VROYHG�DV� TXLFNO\� DV�
SRVVLEOH�� 

· +HOS� SDWLHQWV� IHHO� FRPIRUWDEOH� WDNLQJ� WKHLU�
FRQFHUQV� WR� DQ� DSSURSULDWH� DXWKRULW\�
ZLWKRXW� IHDU� RI� PLVWUHDWPHQW� RU� UHWDOLDWLRQ��
DQG� 

· +HOS� SDWLHQWV� WKURXJK� WKH� JULHYDQFH�
SURFHVV� 

 
 
 
 
 
 
6RPHWLPHV� JULHYDQFHV� FDQQRW� EH� UHVROYHG�

ZLWK� WKH� 1HWZRUN¶V� KHOS���
,I� WKH� 1HWZRUN� FDQQRW�
UHVROYH� \RXU� JULHYDQFH��
\RX� PD\� EH� UHIHUUHG� WR�
DQ� DJHQF\� WKDW� FDQ� KHOS�
\RX�� 

Patients have the right 
to file a grievance 

 

3DWLHQW�WROO-IUHH�QXPEHU��
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(PDLO� 
1HWZRUN�#TXDOLW\LQVLJKWV�RUJ
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&DQ� VRPHRQH� HOVH�
UHSUHVHQW�PH" 
 
<RX� PD\� DSSRLQW� D�
UHSUHVHQWDWLYH�RU�VRPHRQH�WR�KHOS�H[SODLQ�WKH�
SUREOHP�� � ,Q� WKLV� FDVH�� \RX� PD\� FKRRVH�
DQ\RQH� \RX� ZLVK�� � ,I� \RX� KDYH� D�
UHSUHVHQWDWLYH��4XDOLW\�,QVLJKWV�5HQDO�1HWZRUN�
��PXVW�KDYH�\RXU�DXWKRUL]DWLRQ�IRU�WKLV�SHUVRQ�
WR�SURFHVV�WKH�JULHYDQFH�RQ�\RXU�EHKDOI� 
 
:KDW�LI�WKH�LVVXH�LV�OLIH-WKUHDWHQLQJ"�� 
 
:KHQ� DSSURSULDWH�� WKH� 1HWZRUN¶V� 0HGLFDO�
5HYLHZ�%RDUG��05%��DSSRLQWV�D�FRPPLWWHH�WR�
DGGUHVV� WKH� LVVXHV� UDLVHG� LQ� D� JULHYDQFH��
7KHVH� � UHYLHZV� DUH� NQRZQ� DV� 4XDOLW\� &DVH�
5HYLHZV� RU� 3HHU� 5HYLHZV�� 5HYLHZHUV� PD\�
LQFOXGH� 05%� PHPEHUV�� DQG� 1HWZRUN� VWDII���
7KH� 1HWZRUN� DVVXUHV� WKDW� FRQIOLFW-RI-LQWHUHVW�
SURFHGXUHV�DUH�IROORZHG�DW�DOO�WLPHV� 
 
,Q�VRPH�FLUFXPVWDQFHV��WKH�JULHYDQFH�PD\�EH�
UHSRUWHG� WR� WKH� 6WDWH� 6XUYH\� $JHQF\�� � 7KLV�
DJHQF\� LQVSHFWV�GLDO\VLV�IDFLOLWLHV�� ,Q� LVVXHV�RI�
³LPPHGLDWH� MHRSDUG\´�� OLIH-WKUHDWHQLQJ�
VLWXDWLRQV�� WKH� VWDWH� DJHQF\� KDV� WKH� DXWKRULW\�
WR�VKXW�GRZQ�D�IDFLOLW\�XQWLO�LW�LV�VDIH� 
 
 
 
 
 

 
 
 
 
 
 

· 1HWZRUN�VWDII�ZLOO�GHWHUPLQH� WKH�DSSURSULDWH�
PHWKRG� IRU� SURFHVVLQJ� D� JULHYDQFH�� 0RVW�
JULHYDQFHV� FDQ� EH� UHVROYHG� LQ� OHVV� WKDQ� ��
GD\V� 

· 1HWZRUN�VWDII�ZLOO�QRWLI\� WKH�JULHYDQW�E\�PDLO�
RQ� WKH� QH[W� EXVLQHVV� GD\� LI� D� FDVH� LV�
UHIHUUHG�WR�DQRWKHU�DJHQF\�� 

· 0RUH� VHULRXV� FDVHV�PD\� EH� UHTXLUHG� WR� JR�
WKURXJK� D� TXDOLW\� FDUH� UHYLHZ�� ,Q� WKHVH�
VLWXDWLRQV�� PHGLFDO� UHFRUGV� DUH� UHTXHVWHG��
VWDII� DQG� SDWLHQWV�PD\� EH� LQWHUYLHZHG�� DQG�
RWKHU� SURYLGHU� UHFRUGV� PD\� EH� UHYLHZHG��
7KH� SDWLHQW¶V� ZULWWHQ� FRQVHQW� PD\� EH�
UHTXLUHG�� 

· (YHU\� HIIRUW� LV� PDGH� WR� FRPSOHWH� DOO�
LQYHVWLJDWLRQV�ZLWKLQ����GD\V�� � ,I�WKH�FDVH�LV�
QRW�FORVHG�ZLWKLQ����GD\V��DOO�SDUWLHV�ZLOO�EH�
DGYLVHG�RI�WKH�GHOD\�DQG�ZKHQ�LW�LV�H[SHFWHG�
WR�FRQFOXGH� 

· 7KH�SDWLHQW�RU�KLV�KHU� UHSUHVHQWDWLYH�ZLOO�EH�
DGYLVHG� RI� ZKRP� WR� FRQWDFW� LI� QRW� VDWLVILHG�
ZLWK� WKH� 1HWZRUN¶V� SURFHVVLQJ� RI� WKH�
JULHYDQFH� 

· $�IROORZ�XS�FRQWDFW�PD\�EH�PDGH� WR�\RX�DW�
WKH� FRQFOXVLRQ� RI� WKH� LQYHVWLJDWLRQ�� 7KLV�
FRQWDFW� LV� WR� GHWHUPLQH� \RXU� OHYHO� RI�
VDWLVIDFWLRQ�ZLWK�WKH�JULHYDQFH�SURFHVV��<RXU�
SDUWLFLSDWLRQ�LV�YROXQWDU\� 

 
 

You can call the 
Network if you 
have any 
questions. 

We’re on the web at: 
www.esrdnet5.org 

 

:H¶UH�RQ�WKH�ZHE�DW� 
ZZZ�TLUQ��RUJ� 

IUHH�QXPEHU�� 
���� 

1HWZRUN�#TXDOLW\LQVLJKWV�RUJ� 

���� 

����� 

 
 
 
 
 
 

4XDOLW\� ,QVLJKWV¶� 0LVVLRQ� LV� EULQJLQJ� SHRSOH� DQG�
LQIRUPDWLRQ�WRJHWKHU�WR�LPSURYH�KHDOWK� 

Grievance Procedures Grievance Time Frames 


