OPEN

Patient Advocacy

Healthcare Complaints in Alberta
Quick Tip Sheet for Patients

When to Make a Complaint
You can make a complaint if:

e Your care was unsafe, disrespectful, or discriminatory
e You were treated below expected standards

o Care was incorrectly documented

* You feel something went wrong

First Steps

e Write down what happened (dates, names, details)
o Collect any other pertinent information such as charting or emails
e Save any documents or messages.

What to Include

» Statement of events and people involved

o Witness statements and pictures

o Expected vs. actual care

o Impact of the event on your health and wellbeing
e Your desired outcomes from the complaint

Your Rights:
All patients have the right to:

o Be treated with dignity and respect
o Have your complaint taken seriously
e Receive a written response
e Appeal certain decisions (complaint decisions, chart correction decisions, human
rights decisions).
o The governing body website will have all the information needed to
appeal a decision or if an appeal is an option.
e Be protected from retaliation
e Ask for an advocate to support you
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Important Timelines

o CPSA and Human Rights complaints: within 1 year of the inciedent

o AHS Patient Relations: no time limit

o The time limit for appeals is 30 days. If unsure of timelines, access the governing
body website to confirm.

What Complaints Can Achieve
Complaints can lead to:

e Acknowledgment of harm

o Policy or training changes

o Corrections to your medical record

e Improved care for others
e Accountability for unsafe or unethical behaviour

Where to Submit Complaints

ISSUE WHERE TO SUBMIT
Hospital or AHS care AHS Patient Relations
Care from a doctor CPSA (College of Physicians & Surgeons)

Care from a nurse or healthcare aide | CRNA (College of Registered Nurses of
Alberta; RNs & NPs) or

CLPNA (College of Licenced Practical Nurses
of Alberta and Healthcare Aides; LPNs &

HCAs)
Abuse in Care Setting Protection for Persons in Care (PPC)
Discrimination Alberta Human Rights Commission (AHRC)
Assisted living or continuing care Continuing Care Licensing Office

Communication Tips

o Stay calm and factual

e Focus on what happened, not assumptions

o Keep your explanation organized

e Bring an advocate or other support to any appointments or meetings if you feel

overwhelmed.
o They can take notes while you focus on the conversation and can also be a
witness.

e Ask for written communication
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Correcting Your Records
If you feel that something is wrong in your chart:

e Ask the clinic or AHS to correct it
o If requesting ammendments through AHS, the form can be accessed here.
o Explain exactly what is inaccurate and provide proof if possible
o If denied, you can submit a Statement of Disagreement within 30 days. This is a
500-word statement that must be sent to the health information custodian who
refused the initial correction request. For AHS, this is chartcorrection@ahs.ca.
o The statement will be sent to the doctor who needs to correct the records
and the governing body of the healthcare professional.


https://www.albertahealthservices.ca/frm-26593.pdf

