<) Five Hills
~ o Health Region

Healthy People — Healthy Communities

CLIENT CONCERN PROCESS

-
Client registers concern with Quality Care Coordinator (QCC).
\
e
QCC will ask client for details to understand the background and
nature of the concern.
\
If concern is
physician related.
(
QCC forwards concern to Director/Manager and VP of area of
origin of concern to investigate the concern and/or provide a
response to client questions.
.
e
QCC provides response to customer.
Response may be verbal, written or face-to-face.
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QCC will meet with Senior Medical Officer (SMO) to share concern.
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Concern is summarized and forwarded to the physician in writing.
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Physician reviews the concern and patient chart and responds to
the SMO in writing.
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Physician response received by SMO is shared with QCC.

\§ J
4 2
QCC provides a written summary of physician response to
customer.
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Our target is to close all concerns within 30 days or less.



