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Abstract

The tangible topic of patient grievance handling system is significant for sustaining a dynamic healthcare facility. In order to
cultivate an environment where clientele satisfaction remains high and health system’s performance improves, a robust
grievance redressal mechanism is of utmost importance which is accessible, impartial and independent in function. The
grievance redressal process must be fully incorporated into the broader healthcare regulatory framework and provide input
regarding the efficacy and efficiency of the healthcare system. The patients must be offered a chance to voice their experiences
and provide feedback and the health system should be able to adequately analyze, appropriately react to and implement patient
feedback. Dissatisfaction with human interaction accounts for most complaints. It is crucial to involve the patients in the
complaints handling process and be intimated of the actions taken.
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Introduction

Systems for resolving grievances are essential to
guaranteeing the protection of patients' rights when they
seek medical attention. Patient complaint data is a
commonly used indicator of patient satisfaction and
influences the effectiveness of the health system as a
whole [1]. An efficient method for managing patient
complaints is an essential part of a successful healthcare
facility. However, the consumerist approach to protect
patients’ rights has become increasingly popular. Efforts
must be made in the direction to establish patient
grievance redressal systems as accessible, impartial and
independent in their function. These must possess the
required competence, have adequate authority and seek
continuous quality improvement. These mechanisms
must offer feedback to the healthcare system and be
comprehensively integrated within the larger healthcare
regulatory architecture.

Elements of Efficient Grievance Redressal System

An efficient approach for handling patient complaints
revolves around two issues. Firstly, the patients must be
offered a chance to voice their experiences and provide
feedback. People may become irate and stop using
health services if their complaints are not addressed, or
worse, they may turn to violence, which is becoming
more common in some countries such as China or India
[2]. Secondly, the health system must have the ability to
adequately analyze, appropriately react to and
implement patient feedback. There is a need for patient
complaints to be seamlessly integrated into the current
healthcare system which guarantees that patient
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feedback has been taken into consideration and will be

addressed.
Nature and Frequency of Complaints

The nature of complaints has been the subject of
numerous researches in the literature. Of all complaints,
33% are about safety and care quality, 35% are about
management (including admission, discharge, billing,
finances, and referrals), and 35% are about staff-patient
interactions (behavior, conduct, communication) for
32% as per a study by Reader et al [3]. Beaupert et al in
his study revealed that in most parts of the world,
complaint rates are low when compared to preventable
adverse events; that People are more likely to file
informal complaints than formal ones, and some groups
utilize the wvarious complaint procedures more
frequently than others [4-6]. While 25% of respondents
had a reason to complain, only 9.5% of them really did,
and the majority of these complaints were informal,
according to a telephone survey conducted in Israel by

Gal et al. [7].
Suggestions to Improve Grievance Redressal

Making the Grievance Redressal Mechanism
Robust

Initiatives such as appointing dedicated complaint
officers or confidential counselors and introduction of
citizen monitors make the complaint procedure
convenient for patient utility [8]. These interventions
have been shown to be successful in educating patients
about their rights and giving them the confidence to use
their rights to demand accountability [9]. Some patients
of certain age, gender and ethnicity tend to complain
less than other groups and some have more opportunity,
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tendency, time, energy and resources to exercise their
right to complain [10]. Taylor et al in their study showed
that when people are unwell, their capacity to complain
goes down and family members and attendants take
charge about putting across complaints on their behalf
[11]. Dasgupta et al in his study showed that In India,
women are now more aware of their rights and more
confident in asserting them thanks to increased
awareness and a toll-free hotline where they may report
requests for informal payments from service providers
[12]. Samuel et al studied and inferred that in Peru,
citizen monitoring by indigenous women has shown to
improve identification, documenting, and action on
everyday injustices thus leading to important changes at

the health facility level [13].
Providing Access

As shown in Sweden and Finland, raising patient
understanding of their rights and the available
complaint channels can help them be more able to file
a complaint. [14]. In order to enhance citizens’ ability to
complain, a balanced approach needs to be utilized to
increase awareness about, the options available, the
accessibility to different available options, the outcomes
they provide, the fairness of the process and the
commitment to justice [15].

Modalities

Health care facilities might offer chances and locations
for patient complaints in an effort to increase the means
of getting input from patients regarding their
experiences. [16]. In Bangladesh, for instance, a broader
government-level grievance redressal system is used to
augment a health sector-specific patient feedback SMS-
texting system and the health ministry's call center.
These systems can coexist and function in tandem
within a single context. [17]. A number of hospitals in
India maintain suggestion and complaint books in each
ward and patients are encouraged to write their feedback
about their experience and any suggestions they would
like to offer for improvement of service. Few Indian
hospitals have pasted QR codes in waiting areas of
outpatient departments which can be used by patients
and their attendants to air their grievances and submit
their suggestions which ultimately can be compiled up
and analysed by the administrative authorities of the
health care facility. Appropriate action can be taken
upon the points and a return email sent to the
complainant thanking him/her for the suggestion and
intimating about what has been done by the
administrative authorities about his/her complaint/
suggestion.

Participative Style of Complaint Handling
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More than two-thirds of all complaints are related to
dissatisfaction with interpersonal interactions. [2].
Patients are more inclined to express their grievances if
they are assured that their opinions will serve justice and
a conspicuous improvement in the quality of care will
be seen as a result. [18]. Therefore, it becomes especially
crucial to involve the patients in the complaints
handling process itself and be intimated of the actions
taken. The involvement, cooperation, and initiative of
physicians, nurses, and other staff members should be
incorporated into measures that involve learning from
complaints for quality improvement [19]. Since
addressing the process by itself won't lessen
dissatisfaction, more focus should be made on the
caliber of human interactions for complaints to be
resolved successfully [20].

Acknowledge Each Complaint

An essential attribute of effective complaint
management systems turns out to be adequate response
to each complaint. [21]. Evidence from the Netherlands
reveals that for complainants, an assurance that their
complaint will lead to improvements and change is as
significant as personal redressal [22]. Studies in the UK
showed that over half of complaints can be effectively
and quickly settled with an apology or an explanation or
by a single telephone call or letter-based response [23].

Conclusion

This review article suggests that an effective complaint
redressal system will lead to a significant improvement
in healthcare service delivery quality, enhanced patient
satisfaction, improved patient-doctor experiences and a
reduction in complaints. Effective steps must be taken
to address all components of a grievance redressal
mechanism, that is, collection of complaints, analysis on
obtained information and directed action on the same.
A paradigm shift must be observed in the approach of
the old grievance redressal system to encourage and
insist patients to offer their feedback. This will serve as
a gauge to measure the facility’s efficiency and
effectiveness on its working. The facility must then play
the role of facilitator and regulator that must provide the
patient constant information on what actions have been
taken to address the issue. In this manner, a conducive
environment for improvement in the quality of service
and beneficiaries’ trust in the organization is seen.
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