MANAGING COMPLAINTS

IN-SERVICE OUTLINE
Every complaint is an opportunity.

If staff is truly committed to the improvement of care at our facility, we will understand that each complaint represents a chance to improve commitment.  Whether complaints come from residents, family members, visitors of fellow employees, we must seize the opportunity to demonstrate that what they say matters to us.  Never forget that even though in the "real world" not all complaints can be resolved satisfactory and that the "customer" is not, in fact, "always right" (especially in our line of work), the way we manage complaints will show if our care is genuine of if we are just going through motions.  

The first and most important thing to remember about complaints is whenever a complaint is made we must react in two ways:

1. Listen

2. Respond

If we fail to take the time to listen and we refuse to respond appropriately, then the resident, family member, visitor or fellow staff member has been neglected.  Neglect is not good care.  It is abuse.

All complaints can be divided into two types:

1. Complaints that can be resolved either immediately or at sometimes during the near future, for example, when a resident complains her roommate is wearing her favorite sweater and won't give it back.

2. Complaints that can't be resolved, for example when a resident complaints he didn't receive a hundred dollars from his trust fund account, but he only had thirty dollars in his account to begin with.

For complaints that can be resolved:

1. Listen carefully using emphatic listening skills.

2. Clarify anything about the complaint that seems unclear to you - never say you understand something when you are uncertain.

3. Restate (repeat back) the complaint concisely and clearly.

4. Say what you  can do to resolve the complaint, but never what someone else can or should do about the complaint.

5. Never, never make a promise you can't keep.

6. Act immediately to resolve the complaint if possible, or

7. Refer the complaint to an appropriate staff member immediately while trying to resolve the complaint at the lowest possible level.

8. If the person making the complaint wants to file a formal grievance, there are two options:

a. The individual can write out a complaint using the facility's Concern/Compliment Referral Form, or

b. The individual can voice the complaint verbally using the facility's Hotline.

9. Say "Thank you" to end the dialogue, no matter how agitated or disrespected the individual making the complaint was toward you (there are not exceptions to this rule, ever!).

For complaints that can't be resolved:

1. Listen carefully using emphatic listening skills.

2. Listen for the "real" message.

3. Restate (repeat back) the complaint concisely and clearly.

4. Say why the complaint can't be resolved, but never allow yourself to be drawn into an argument or a power struggle.   Don't try "sugar coat" an answer the individual may not like to hear.  Be tactful, of course, but always honest, especially about things that can't be resolved.

5. Offer choices when choices can be made, but never offer choices when there are no choices.

6. When necessary, allow the individual to vent (make sure to manage this properly, however).

7. Get help if you feel you are being threatened.

8. Always say you will be available to listen to other complaints in the future.

9. Never, never make a promise you can't keep.

10. Say "Thank you" to end the dialogue, no matter how agitated or disrespectful the individual making the complaint was toward you.

IF ITS NOT DOCUMENTED, IT DIDN 'T 

HAPPEN!
