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Office of Patient Relations, Patient Complaints-Procedure
Responsible Office:		 Yale Medicine
Procedure Sponsor:		 Director, Centralized Patient Services					
Effective Date:			 04/01/2026 
Scope
Patient complaints received via Patient Services are to be worked according to the procedures outlined below.
Procedure Purpose
To ensure any and all complaints are tracked and documented in the YNHH patient relations database.
	
Definitions
[bookmark: _Toc425171621]N/A
[bookmark: _Toc427373286][bookmark: _Toc425171622][bookmark: _Toc425171625]Procedure Sections 
Management and Resolution of Complaints
In all cases, callers should be encouraged to contact Yale Medicine Office of Patient Relations at 203-785-2140.
Patient complaints can be referred to Yale Medicine through numerous sources, such as patients, guarantors, and authorized third parties on behalf of the patient, employees of Yale Medicine, employees of Yale New Haven Hospital (YNHH) or by an anonymous complaint.
Complaints can be either verbal or in writing and received via mail, facsimile, telephone, in person, or in email to YMPatientRelations@yale.edu. Complaints may be made through the Yale New Haven Hospital (YNHH) Patient Relations office or directly through Yale Medicine or YNHH clinical staff.
If a caller wishes to remain anonymous, they are given these options:
They can report their concern to the Compliance Concepts hotline at 1-877-360- YALE (9253). They will be assigned a number that can be used to call back to obtain a status of their concerns, any actions taken and f inal outcome.
They can continue to provide information however without contact information; Yale Medicine will not be able to provide any feedback to them with regard to the final outcome.
Refer to 1100.EX. A Patient Complaint Advocacy Process for an overview of how patient complaints are managed.
Upon receipt, all patient complaints are directed to one of the following Yale Medicine representatives, in this order:
	
	Title
	Telephone
	FAX

	1
	Patient Relations Representative, Yale New Haven Hospital, Clinical
Issues
	203-688-3430
	

	2
	Manager, Patient Services, Billing Issues
	203-785-4216
	203-785-6492

	3
	 Director, Centralized Patient Services
	203-737-2605
	203-785-5109


Billing related complaints received directly by Yale Medicine Patient Services Department are handled according to Yale Medicine Procedure 6050, Complaints – Billing Compliance.
With the exception of Diagnostic Radiology or Laboratory Services, any complaint in which the patient states that they did not see the physician should be sent to the Yale Medicine Compliance Officer for follow-up. Results of the compliance review are communicated to the Manager, Patient Access.
The designated Yale Medicine representative who receives the complaint is responsible to:

Speak directly with the complainant and obtain all pertinent information necessary to further investigate the complaint.
Inform the complainant that they will receive a response within 5 business days of the receipt of their complaint. If not resolved at this time, an estimate of their next communication and time needed to resolve their complaint will be provided.
Written complaints will be responded to, in writing, within 30 days.
Information is entered directly into RL Solutions.
Immediately notify the University Office of General Counsel by telephone whenever a complaint addresses any of the following concerns:
Potential Malpractice
Potential Lawsuit
Threat of media exposure
General liability issues
Any complaint reported to the Secretary of Health and Human Services, The
Office of General Counsel will then review the nature of the complaint and respond to the responsible person as to how to proceed.
Document the details of the complaint in RL Solutions. Initially these elements are entered:
Date complaint received and method of receipt.
Description of complaint and identified departments, physicians or other staff involved with the complaint.
Assignment of a Classification, Category, Subcategory and Severity Level.
Notify the following individuals for complaints falling into one of these categories:
Medical Care – Yale Medicine Associate Chief Medical Officer
Clinical Operations – Yale Medicine, Department Practice Management
Patient Accounting – Yale Medicine, Manager, Patient Access
Facility Issues – Yale Medicine, Director of Practice Management
HIPAA Issues – YSM Privacy Officer
Research the complaint by speaking further with the appropriate clinical department representatives or any others involved in the complaint. All complaints are to be resolved as soon as possible but with the goal being within five business days from the date of the initial complaint. If a resolution is not possible in five business days, the reason is documented in the follow-up section of RL Solutions.
If the Yale Medicine representative cannot resolve a patient complaint in a timely manner the complaint will be forwarded sequentially to the following individuals, if further assistance in resolution of the complaint is needed:
Yale Medicine, Director,Centralized Patient Services
Yale Medicine Chief Operating Officer
Deputy Dean for Clinical Affairs
Once the complaint is fully researched and a resolution is found, the patient or complainant will be contacted by the Yale Medicine Customer Service Manager to notify them of the outcome.
The Yale Medicine Customer Service Manager is responsible for completing the documentation and resolution of the complaint in RL Solutions. All documentation of progress, e.g., conversations and dates, on the complaint is documented as follows:
The steps taken to investigate the complaint, including the names and dates of interviews of all relevant individuals.
The steps taken to mitigate and remedy the effects of the incident for which the complaint was lodged.
The communications that take place with the complainant and other relevant parties.
Date of referrals for disciplinary action if required.
Steps taken or recommendations made to minimize or eliminate the possibility of a recurrence of a similar incident.
Opinions as to whether this incident points to a larger issue, or if it is confined to the specific circumstances of the complaint.
Final resolution of the complaint and date resolved.
Quality Assurance:
The RL Solutions database is queried for complaints logged against specific physicians or non-physician practitioners at the time of their re- credentialing with Yale Medicine.

Special Situations & Exceptions
Exceptions to this procedure must be documented using the YSM Policy/ Procedure/ Guideline Exception Request - Form and presented to Claudia.Meyers@yale.edu. 
Roles & Responsibilities
· N/A

Contact Information 
· [bookmark: _Hlk497987165]Topic 1: Michelle.Colaccio@yale.edu	203-737-2605
· Topic 2: Marianito.Cenabre@yale.edu	203-737-4205
· Topic 3: Patient Advocacy Office	203-785-2140

Related Information
N/A
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