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DISCLAIMER: The principles and suggestions in this handout and the HANDLING COMPLAINTS IN THE MEDICAL PROFESSION webinar are presented to apply to diverse personal and company situations. 
These materials and the overall seminar are for general informational and educational purposes only.  The materials and the seminar, in general, are presented with the understanding that CareerTrack is not 
engaged in rendering legal advice.  You should always consult an attorney with any legal issues.
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MODULE 
ONE

Why Patients Complain

Five Most Common Complaints

1.

2.

3.

4.

5.

A Complaint Is:
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MODULE 
ONE

Six Steps for an Effective Complaint Procedure

1.

2.

3.

4.

5.

6.

Severity of Complaints
Level 1:

Level 2:
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MODULE 
TWO

How to Handle Complaints
Steps 1 and 2

Step 1:  Listen and Empathize
•  Empathizing is _______________________________________ .

•  Sympathizing is ______________________________________ .

•  It is best to empathize _________________________________ .

Non-Verbal Clues That Demonstrate You Are Listening

“Your body language is so loud I can’t hear what you are saying.”

1.  

2.  

3.  

4.  

How to Stay Calm and Remain in Control

1.  

2.  

3.  

4.  
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MODULE 
TWO

Step 2:  Clarify

•  Open-ended questions encourage the speaker to _______________________________________ .

•  Close-ended questions encourage the speaker to _______________________________________ .

Use Open-Ended Questions to:

1.  

2.  

3.  

Use Close-Ended Questions to:

1.  

2.  

3.  
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MODULE 
THREE How to Handle Complaints

Steps 3 through 6

Step 3:  Respond
Level 1:  Offer solution.

Level 2:  Refer to person who can help and follow up to make sure the problem was resolved.

Step 4:  Check Back
•  Does that sound like a reasonable solution?

•  Are you comfortable with that solution?

Step 5:  Document
•  Does your complaint form have all these areas? Or do you need to develop one? 

Step 6:  Follow up
Was the patient satisfied with the outcome?

If not, has he been informed what else he can do to escalate the complaint?
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MODULE 
FOUR

Examples
Patient Complains about Waiting too Long

•  

•  

•  

Patient Not Getting Expected Results
•  

•  

•  

Patient Has Resultant Damage that Needs Correction
•  

•  

•  

Words that Work 
•

•

•

•

•
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MODULE 
FIVE

Five Times to Say Thank You:

1.

2.

3.

4.

5.

A Few Phrases That Can Help:

1.

2.

3.

4.

Preventing Complaints
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MODULE 
FIVE

Next Steps:

1.  

2.  

3.  

4.  

Rearranging Your Office for Patient’s Comfort

1.  

2.  

3.  

4.  


