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Appendix A - Patient Concern Workflow

Patient Complaint/Issue (reported to UCR Health by the Patient)

Purpose: The purpose of this workflow is to review the process steps for when a patient has an complaint or issue to ensure it is resolved at the lowest level possible.

Patient

Patient has a complain
issue which could not be
resolved by the clinic staff or
provider

Clinic Manager

Clinic Manager reviews the issue with the patient and
documents in Epic
If the patient is not available:

1. Leavea

available at time of call/

2. If MyChart is activated, send a MyChart message
3. If MyChart is not activated, send an email
Messages should not contain PHI information, unless

sent via MyChart. .
1

Clinic Manager must follow-up with patient via the
following timeline:

Urgent: Same Day

Non-Urgent: 1-3 business days

2nd Request (Patient already called and not resolved
within the 3 business days): Escalated to the manager
for same day resolution

Document
resolution in Epic

RL Solutions?

Was the clinic
manager able to
resolve the
plaint/iss:

Yes

v

Document in RL
solutions

Compliance

Compliance will redirect the patient to the clinic
manager. Note: Compliance may send the dinic
manager via an Epic chat message notifying

them of a patient complaint/concern to
facilitate a warm handoff.

Clinic Manager will notify
Compliance by routing the Epic
Telephone Encounter to their
Epic In-Basket

Notes:
Should additional information be needed, communications via Clinic Managers and Compliance regarding patient concerns, will be communicated via the Epic Chat.
New chat should be started each time to ensure only one patient is discussed per chat.
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