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Policy Statement:

Covenant Health is committed to responding to concerns from patients, residents, and/or families in
a clear, easily accessible, fair, consistent, transparent and timely process. All concerns resolution
activity shall embed elements of respect, fairness, and objectivity, and in good faith, shall attempt to
resolve concerns in a timely manner.

Patients, family, or alternate decision-makers have a right to express concerns about their health
experience or services provided. Visitors (i.e. individuals not connected to the patient) have a right to
express concerns about care that they have witnessed. Covenant Health promotes an environment
where the public can voice their concerns/complaints without the fear of retribution.

Purpose Statement:

To ensure compliance with Alberta Patient Concerns Resolution Process Regulation (124/2006) and
alignment with Alberta Health Services' Provincial Patient Concern resolution processes.

To support and promote improvements in patient/resident/client' care through the Patient Concern
Resolution Process (hereafter referred to as PCRP).

Applicability:

Responding to concerns and requests is a responsibility of all staff, medical staff, and management.
All individuals acting on behalf of Covenant Health are expected to respond to concerns in a manner
that is grounded in the Health Ethics Guide and rooted in the organizational values of Compassion,
Social Justice, Respect, Integrity, Collaboration and Stewardship.

Feedback providers/Persons affected have an obligation to communicate in a respectful and
constructive manner and a responsibility to collaborate in resolving concerns. The feedback
provider/person affected is to provide sufficient information in writing, or verbally, as they are able, to
consent for an investigation of concerns.

Responsibility:
All Covenant Health facilities, staff, medical staff, students, volunteers and any other persons acting
on behalf of Covenant Health.

Operational leaders at all sites are responsible for review of concerns and the related decisions.
Operational leaders, at sites that receive concerns directly, and the Patient Relations department will
respond to concerns within 72 hours or three business days upon receiving the concern.
Operational leaders at Covenant Health continuing care facilities are also responsible to ensure that
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residents and their families are aware of their right to establish self-governing councils in alignment
with the Continuing Care Act and Continuing Care Regulation. The role of the Patient Relations
department is to facilitate the PCRP, as required by the Alberta Patient Concerns Resolution
Process Regulation (124/2006). The Patient Relations department also provides a centralized point
of intake within Covenant Health for individuals to express their feedback regarding their healthcare
experience.

Chief Medical Officer, or designate, will investigate the concern in accordance with Part 6 of the
Covenant Health Medical Staff Bylaws (Triggered Initial Assessment and Triggered Review), to
ensure that there is procedural fairness for the Feedback providers/Persons affected, affected
medical staff and Covenant Health, and to fulfill the requirements identified in this policy/procedure.

Principles:
Covenant Health is committed to serving people according to our values of compassion, respect,

collaboration, social justice, integrity, and stewardship during the concerns resolution process.

Covenant Health strives to ensure the PCRP is accessible and transparent, while maintaining the
confidentiality and privacy of the feedback provider. Public and patient feedback serves as a
valuable source of information, which supports continuous quality improvement at Covenant Health
by providing opportunities for organizational and individual learning.

The Patient Relations department is committed to working collaboratively with stakeholders and
ensuring the PCRP is carried out in an accountable, reasonable, thoughtful and judicious manner.
Definitions:
Feeback provider/person affected means a person who brings forward a concern. This may be a
patient or someone acting on behalf of, or in the interest of, a patient/resident.
Concern means a written or verbal expression of dissatisfaction that may be related to:

e patient, resident, family or visitor experience;

e the provision of goods and services to a patient;

¢ afailure or refusal to provide goods and services to a patient;

e terms and conditions under which goods and services are provided to the patient by
Covenant Health or by a service provider under the direction, control or authority of
Covenant Health.

It may also include dissatisfaction with professional practice and/or an allegation of unprofessional
conduct. The concern may be clinical or non-clinical and may be directed at any member of the
organization or the organization as a whole. The concern may also include dissatisfaction with a
Covenant Health owned or operated facility.

Concern resolution may differ with individual concerns and feedback provider/person affected and
can mean:

¢ Mutual acceptance of and satisfaction with the outcome
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o The feedback provider/person affected may not be satisfied or accepting but understands the
outcome

e The feedback provider/person affected may remain dissatisfied and non-accepting of the
outcome and/or the resolution process

e There may be no way in which follow up or investigation is possible

Formal review means a structured process, with defined steps, as outlined in this procedure, used
to manage concern resolution.

Informal process are those in which a concern can be resolved to the satisfaction of complainant
and relevant stakeholders with minimal action or documentation.

Medical staff means physicians, dentists, oral and maxillofacial surgeons, podiatrists, or scientist
leaders who have a Covenant Health medical staff appointment
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