GRIEVANCE PROCEDURE:

1.

St. Joesph Center for Outpatient Surgey has adopted an internal
grievance procedure which provides for a prompt and equitable
resolution of a patient complaint involving patient services or
patient care issues while in the Facility. We encourage patients, their
representatives or surrogates to first review any issues with the staff

present and taking care of the patient at the time of the event or 10.

situation or to immediately ask to discuss the situation with the
Director of Nursing or Administrator to help resolve matters while
the patient is in the Facility.

A grievance is a formal or informal, written or verbal complaint 11

that is made to the Facility by a patient, the patient’s representative,
or surrogate when a patient issue cannot be resolved promptly

by staff present at the time of the event, issue or occurrence and
requires follow up. Patient grievances also may include messages
left by voicemail; sent by email; received by staff calling after

patient is discharged from the Facility; or as part of a patient 12.

satisfaction questionnaire that require further follow up. If
requested, the Facility can provide a formal “Patient Grievance
Report” for completion, but this form is not required to submit a
grievance. Grievances may be related to the patient’s care; abuse or
neglect; or compliance with federal regulations from Center for
Medicare/Medicaid Services

(CMS).

All grievances received by any employee, staff member or physician
will be documented and forwarded to the Facility Administrator.
You may also send them to: M

St. Joseph Center for Outpatient Surgery
Attn: Lindsey Kroenke
4510 Frederick Ave.
St. Joseph, MO 64506
(816) 676-0075 .
lkroenke@sjcos.com
sjcos.com

Grievances about situations that endanger the patient, such as
neglect or abuse, will be reviewed immediately, given the
seriousness of the allegations and the potential for harm to the
patient,

Each signed grievance will receive a response within 24 hours,
acknowledging receipt of the grievance. This may be done by
direct phone contact, email or mail.

The Administrator/Grievance Submission will review all
information and complete a full investigation, and a written
response, action plan or resolution will be issued no later than seven
(7) calendar days after receipt of the grievance. If more time is
needed for the investigation, the 7-day letter will state the timeline
for final response, no longer than thirty (30) days from the receipt
of the grievance. .

Grievances should be submitted to the Administrator within thirty
(30) calendar days of the date of the event. A grievance must
contain the name, address, phone # and email contact (if available)
of the patient (the “grievant”). The information received must state
the issue, complaint, concern or problem to be addressed.

The grievant may appeal the decision received from the
Administrator by filing an appeal in writing, addressed to the
“Facility Board of Managers” within ten (10) calendar days of
receiving the response from the Administration. This appeal must
state the elements of dissatisfaction with the response received and
further resolution requested.

- v ,ae + . . e N

review and will issue a written decision in response to the appeal
within seven (7) calendar days or with an extension of no more
than thirty (30) calendar days from receipt of the appeal. This is
the same timeframe as provided for the original grievance
response. The Administrator will not participate in the review and
decision making process for this appeal.

If a patient has filed a grievance and returns to the Facility for
additional care before the grievance is resolved, he/she will not be
cared for by the alleged staff member or physician involved in the
grievance complaint.

Patients, patient representatives or surrogates may log a grievance
with the US. Department of Health and Human Services —
directly, regardless of whether he/she has first used the Facility’s
grievance process. The Department of Health may be contacted at
Division of Acute & Ambulatory Care, Room 526, 625 Forster St.,
Health & Welfare Building, Harrisburg, PA 17120, (800) 254-5164.
Patients may log a grievance with the Medicare Beneficiary
Ombudsman directly, regardless of whether he/she has first used
the Facility’s grievance process. Medicare may be contacted at
www.medicare.gov or www.cms.hhs.gov/center/ombudsman or

(800) 633-4227.

COMPLAINTS:

Complaints may be directed to the following Facility Contact:
Lindsey Kroenke, 4510 Frederick Ave., St. Joseph, MO 64506 or
call (816) 676-0075.

Complaints may be directed to the following State Agency:
Missouri Department of Health and Senior Services:

912 Wildwood, P.O. Box 570, Jefferson City, MO 65102

P: (573) 751-6400, F:(573) 751-6010, E-mail:

info@health.mo.gov

Web site for the Medicare Beneficiary Ombudsman:

http:/ /www.medicareadvocacy.otg/medicare-info/ other-resources/

A

St. Joseph Center for
Outpatient Surgery

4510 Frederick Ave..
St. Joseph, MO 64506
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Patient Bill
Of Rights And
Grievance
Procedure

) St. Joseph Center for

NL Outpatient Surgery



*SIONSIA
pue syuaned 19410 Se [[aM St JJeIs pue s[euoissajoid aredpeay
1T p3emos A[nyadadsaz Suraeyaq 305 s[qisuodsas sjusned ayy,
*2dueInsur £q Pa1240d 30U sagreyd
£ue 303 pqisuodsas epueuy [euosiad [re sadodoe jusned ayy, .
*1onpuod put 332 3uaned Juruiaduod suonemFas
pue sa[nz 393ua) £1331ng Summoro 305 sqisuodsas syusned sy, .
*suosiad 1930 jo 3eys pue firadoad 1ua) £193ing o Supdadsay .
*SUSUNEIN F930 JuIsn JO JUSURESN JO ISIN0D
P3pUsWWO0223 3y3 mofjoj 03 Jurrey jo saduanbasuod ayy Sundady
‘0s op
03 9[qeun st ays /oy uaym uepisfyd 30 19us) £1381ng ayp Suikynou
103 pue syusunujodde Surdaay 30§ o[qisuodsas susned ayy, .
*s3op10 s,uepisAyd oy 1no Lied Loy se speuorssajord ypresy
19130 pue sasinu Jo suopdnnsut ayp Jurpnpur ‘enisAyd 1oy /siy 4q
paysiqeasa a3ed jo ued oy Summorog 305 d|qusuodsas stauaned ayy,
‘op 03 pa1dadxa axe A3 ey Jo a7ed s Juaned
23 INOqE P03 U] 3AY AI Jeym PUEISISPUN J0U Op A3
usym suonsanb Supjse 105 sjqisuodsas are Awey pue jusned ayy, .
*suonannsu 335eYdSIP UO PAEIIPUT SE J0 J9praoid Jap
£q p210231p SE WY YA UTEWSI pue Swoy uoreuodsuen spraoid
01 3ynpe 3[qisuodsas € Jurpraoad 10§ sjqisuodsas stusned ayy, .
“souonndexd s[qisuodsas
a3 01 uonIPUOd I3y /sY Ut saueyd pardadxaun pue 5ed
39y 30 siy Ut sysi paapdIad Suniodas 10y ojqisuodsas stjusped sy, .
UL
19y /STy 03 Sune[a1 SIANEW JAYI0 PUE ‘SUOREIIPaW ‘suoneziendsoy
‘sassauy 3sed ‘ssureidwod 3uasaxd 19y /s1y SuruIaduod uonewojul
a13[dwod pue aerndde aprroid o1 Liiqisuodsas o sey jusped 3y, o

:193dsas pue 3snm [eranw jo mds iy ur Juaned

2y 03 payussard aq pinoys sapmiqisuodsas 3say ], [am st sanmiqisuodsas
urenad sey 3uaned € ‘s3ySu 359U 03 UONIPPE UT ‘230§a13Y I,

‘Jpeswiry Juaned sy uvo Arensed spuadop s2A19323 Jusned € a1ed Y],
*MOTIOA SV IV SHLLITIFISNOdSHY LNILLVd

"6L00-9L9 (918) re> 3seafd ‘pareora uaaq
2ABY 2500U STy UY paqudsap st )y £oeapd ok aaspq nof 31 .
*s1y3u s1uaped asoy 2AI3sqO
[Teys sap1apoe 2383 3usned Jurwaoyaad puuosiad £ousde pardenuod
PUE ‘s19quIaw J3eas [edrpaw ‘[Puuosiad 13ud)) A333ing Ty .
*$301A198 [eruinds JOYRO PUE [BI0IEJ
uaned 5y Jo jreyaq uo a3ed [edrpaws Jurpredas suoispap asew
01 pue 2183 J0 3udswdopaaap ayp ut asedpnied 01 3y s usned
U3 3SDIAXD 0} SUOISIIP AYewW 03 2ARELIUasaIdas e eudisaq
2usned e aym 3onpuod
19y/siy 03 Aidde saprod pue sapn 323ua)) £133img Yorym mouyy o
2uswAed jo admos
Jo ssopredas [iq 39y /sTy jo uoneue[dxd UE JAISI3I PUE SUTWEXH o
*123u3)) £13810g S woy a8reyosp
19y /s1y Summoyioj ssuswambas axeoyesy Sumunuod 3y jo
ueprskyd 3oy /s1y jo 21e3a[ap ¢ 30 uepishyd 13y /sy 4q pautojurag .
*(S)wI0§ 3u3sU0d A3 M Suo[e ‘3] YdI83saI J0 PI0IAI [EdIPAW
3y UY PauTEIUOd 3q [im §393qns 03 papraoid uonewIojuY

MV ‘Tein [ed7uT)d JO/pue ‘UONESNSIAUT “YoIeasal S O3 $338[a3 I

se ss9201d 3UasU0D PawIojul [y & 03 IS sausned Ay sapNfOUT ST T,
*S[eIn [EdMUI J0/put ‘vonednsaaur ‘yoreasas uy aedpnied 03 ssooyd
uaned oy pinoys s1ySis susned [e jo 393dsaz pue woddns g
*$3D1AJ3S JO YUIUNEIN

‘o182 $8920€ 01 1431 sauaned oy astwordwiod Jou [ uonedpnred
3o uopenuRUOISIp J0 aredpnied 0 [esnyay “s19afo1d Yoreasas

yous ur aedpnsed 03 asngas 03 yJu s sey usped oy, JusUREIR
30 2383 35y /sy Sundojye uonvIudWLadxs wewny wiroj1ad Jo ur
28e8uo 01 sasodosd uepisyd reuoszod/3mua) £133mg jr pasiape ag
*21ep uona[dwod 3oueasud oyl pue ‘9oueAdud

a1 o synsaz oy 23ueAdud oy 21e3usaAut 03 Jfeyaq 3y IO SIY Uo
usyes sdaxs o ‘vosiad 1dw3u0d 32UdY) £133Ing 3 Jo

SUIEU SY3 SUTEIUOD IEY} UONEUTLINAP OUEA3US 3 JO 3o00U Usnum
e (pu papraoid aq [m Ys 30 3Y 3Ly PuE 9dUEAdUS € Y 01 19EIU0D
03 woym :sapnpuy ss2001d 2oueasus a3 jo uonedsynoN ‘armeward
1 owp 23TEYISIP PAUMLISP I S[33] YS JO Y JI JO SIA[IIIT S 10
3y 232 2 jo Aypenb oy Surpredas uIdUOD € EDUNWWOD 03 Ysum
ays 30 3y poys ‘ssa201d 2dueaduS 333ua)) £193ng P jo pasiape ag
‘2182 JO AIMUNUO0D 3[qeuoseay

‘ueprsfyd 13y /siy jo d1APE 3 IsUTESE UIAD 333U)) £138ang o3 A€
*201AT3S

3103 33ew Aews 3ys/ay 1sanbaz 3[qeuoseas Lue 03 sasuodsar Sqeuoseay
*(3sonbaz a1 o sInoy gy UM Affensn) Suresj SWN J[qeUOseas

£ UTILM PI0D2] [EDIPAW 39Y JO STY UT PIUTEIUOD UOREWIOJUT SSD0Y
usuaredw a3 03 aeudordde aq [ 3uapned pasredun-a3enuey

pue 2anmuod Suwreay ‘4o3ads ‘woisia S 03 2yPds sUOREdUNWWOD
‘arendosdde sy -uaned ayp jo a8enSue] ap ‘arendoidde se ‘pue
Surpueaszapun ‘23e a3 03 eudoidde aq m papraoid uonewsojur
uanu\ uaped ays £q SurpuElsiopun SIEIIOE] IR JSUUBW € UT
papraoid pue 2An3333 3q [ 3uaned SR YL SUOREDUNWIWOD)
*SPUEISIOPUN 3Ys /Y ey JSUUEW € U] UOREWIOJUT JA1I3Y

‘218

19y /STY YA PauIadu0d ARaITp 10U JUOLUE 03 J[qE[IeAE IpEW 3q UEd
SPI0233 [E2IPaUI 3y /ST 330J3q PAUTEIQO 3q [ uorsstusad uanpm
39y /STH *393u3)) £3383ng a1 Ut £e3s J9Yy /ST PUE 33D J3Y /ST 03
Sururensad sp30221 puE SUORESTUNWIWIOD [[& JO IUSUNEIT [ERUIPGUOD)
"2IEIYI[EY I3Y JO SIY U PIA[OAU] [EnPIAIPUT

Aue 3o 2du3sa1d Y J0J UOSEIT AP 03 SE PISIAPE 3q 03 W3 AP

sey Juaned 3y, *APasIdSIP Pa3dNPU0d 3q PIROYS PUE [ERUSPYUOD 33
JUSUNEI PUE ‘UONEUIIEX ‘UOREIMSUOD ‘Uoissnasip ase)) ‘urexdord
ared [eatpaw 39y /sty Surusaouod Aoeaud Jo uonEIIPISUOD [N
*393u2)) £338INg a1 03 UoISSIWIPE

13y 30 siy jo Apdwoid pagnou uepisiyd [euosiad 13y J0 sy aaTL
*(s)uoszad 1woddns 2auBisap 10 ‘Afure; ‘s1ounred xas awes

apnpour 03 UTSOOYD JISU IE SIONSIA UOU ‘SIONSIA NEUSISIP pUE IAUI)
£3381ng oy 03 vorssfuIpe 39y 30 sy jo Apduwoid pagrou 3dtoyd 15y
30 Sy JO 2ARTIUISAIdI 30 110 JuedPTUSLs ‘Faquuisus A[Tey € ATy
‘(suopem3as pue smey aes £q

papraoxd u23xs a3 03) $2ARTP 5oy pm A[dwiod 133ua7) £198ing
atp ur 532 apraoid oy szsuonnoeid pue jyels 13ua)) £133ng aaey
01 pue ‘axedEay 194 30 sy Surpsedas SIANIIIIP 2DUPAPE EMULIO]
JUSUREIN ISNYII JO /pue

1sanbaz 03 3y oy sopnpur sy mey 4q panrurad uNxd Ay O, '2red
Teorpaw 39y /sy Surpedas suoispap ur atednsed Apapoe pue ared jo
ued 194 30 sy jo uoneuswa(duw pue uswdojasp sy ur seddneg
"JusunEan Jo ampadoxd 3y

0o £13ed [[um oym uosiad S JO WU YR PUE ‘YIEI UT PIAJOAUT

Vu—vt Qf—b 1-\5 JUI UL LTI " UV S v 1
“USUNEIR S} UT PIAJOAUT SYsU Juedgruds A[eorpaws ap ‘yusunean
30 93p2203d 53 Jo uonduISIP € IPN[IUT [[eys UORELLIOJUT ST
‘sapuafiows ur 1dadxXy JUSUREIN JO 3SINOD Y ISNJ3I O3
30 JUISUOD PaUOJUT JALS 03 J3PIO UT pasu Aewr 3ys /3y st 1npasoid
30 jusunean pasodoid ue INOQE UONEBWIOJUT YONUI SE JAIIIY
"pUEISIapUN UED
ays /3y e suisd) UT £394033 10§ §303ds01d 39y /siy pue ‘(sswodino
paredppueun Surpn(our) 97ed JO SAWOINO YUSUREIT) JO ISINOD
‘ssau[t 394 /sy noqe uepisyd 19y /sIy Wolj UONEWIOFUT IAIINY
*39Y /Wiy 295 [ oym s1apraoid
sxeoyeay pue sueprsAyd 1apo jo sdiysuoneas feuorssajosd
PUE sowreu 3y3 pue 23ed 19y /sy Suneurpiood 103 Amiqrsuodsax
Arewnad sey oym uenisAyd sy Jo swreu 3y jo aZpapmouy
‘Jye3s Aq UODEIEIdI 3O ‘IDUBIUIAUOD ‘FUTdIISIP ‘VOIIA0D
JO SUEDW € SE Pasn 23k Jo AIessadou Afreroraeyaq/A[edrpaw j0u
27 38y UO) AUE JO SIUTENIST JO UOISN|IIS WO} 931 UTEWY
‘ured jo juswaFeuew pue Juswssasse aedoiddy
‘Jleyaq sauaned oy UO Passadde
SIDIAIIS 3SIY IABY JO SII[ATIS AIBIOAPE PUE 3AD3301d $5300Y
‘uoneno[dxa
30 /pue GuaWISSEILY 129[39U 9sNqE JO SWIOJ [[e WOy 9913
“UIWUOIAUD 9Jes & Uf papraoid ‘a3ed ny3132dsas pue 21eIapIsuoy)
*a1e2 30 Juswiked Jo 32an0s 3y 30 punoiddeq snordras
0 [EUOREINPI OIWIOUOI? TeANI[ND “UONEIUILIO [ENX3S ‘X3S 03 predas
INOYIM 238D 0) SSIIIE J[QEUOSET ALY PUE SIYSLI IS 3SPIAXT
*23{SIP OS dYS JO Y P[NOYS UOREULIOFUT
STY3 9419223 03 2anEIUasaidas & yutodde fewr yuaned ayy, “aed jo
uorstaoid a3 ‘SUMURUODSIP USYA JO ‘JO 2IULAPE UT PUE 358D
ur aedonsed pue juaned € se s3y3u 194 30 SIY Jo pawrIojur awoddg
*Aqurey pue ‘1330 uedgrudis
quaned oy £q youS jo uorssazdxa ayp pue Suikp Surpredas ey
oy pue juaped sy Jo suIIIU0D [erauids pue [ePosoydisd aup
SuiBpajmouroe
pue ‘ured SuiSeuew £[24n3333 ‘Fajew uorsPIp edouns
30 Juaned oy Aq pasisap se wusunean o3 puodsas ey swordwids
£repuodss pue Arewnd Sunean sopnpur aed st quaned (pesq
ameN MO[TY) ANV 24 JO 238D 304 *23€d Sumaanap arym Lmiqe
3o 153q 2 03 pazrumdo st syuaned e jo AuSp pue wojwod
ayJ, *ssaufqt jo suondadiad Syr SDUSN[UT IEY SI[QEHEA [EIIND
pue ‘feminds ‘Teroosoyd4sd 3y Jo UOREISPISUOD Y3 SIPN[OUT
143w iy, *ored [y392dsa3 pue 21EIPISU0D 03 IS Y dABY NOX
‘uopem3ax
pue me[ ojqeodde pue ‘vorssiu payess s31 “Qpeded s 321037 £198Ing
3y} UTIEA 9DTAIIS JO JUSUNEIT) JOJ SPIAU pue sisanbas mnok 03
asuodsas a|qeuoseas s 323ua)) A193ing 3 03 Y3u A dArY NOX

SSAOTIOA SV HV SLHON 40 TIIH S(LNALLVd

:smof[oy se aze s3y3u Juaned oy, ‘sy3ny Jusneq -aesan0)

303 UORIPUOD) 059 TH § WH'D T YPIM 2dUEPI0IE UT Arnpasoid

33 JO 2ouUEAPE UT SIYS YINS JO DOV UINLA PUE [EqI2A AeSouns

30 2aprauasazdas sauaned oy quaned sy apraoid i Loeg 3y,
*£IIo®,] INO WOIJ SIDIAIIS A1 oy s1uand/usned jo s1ydu Sumorroy
ap fofjod se suugye pue sidope £138ing usneding 105 1293u3) ydasof 1g

aanejuasaidas yuaned pajeudisap

343 03 PaIdAFIP ST UoneUOyUT 3y3 Juaped pajerdedesur ue jo
1U2A3 33 Uy 3uaned ay 03 333unooud jusned yoes uodn pasaarep
SI pue SUTMO[[0] 33 03 PATWI] 3G 30U ST INQ ‘SIPNOUT IS STY T,
sapmqisuodsay juaned pue siySny uaned jo juswazers Summoroy
oy pardope aaey jyess [edIpaws 3y3 pue 3ud) A3a8ing ayy,



