c SAKAKAWEA
MEDICAL CENTER

Grievance Policy

The entire staff of Sakakawea Medical Center is dedicated to providing the finest quality care available. The customer
has the right to voice complaints/grievances without discrimination or retaliation. In the event the customer is not
satisfied with the type of treatment that has been furnished or unfurnished has a complaint that has not been
resolved, the following steps shall be taken.

1. The charge nurse assigned to the customer or the facility social worker shall address any concerns, problems
or complaints. The charge nurse or social worker shall make every effort to correct any existing problems
and enter it into the online reporting system.

2. If the charge nurse or social worker is unable to resolve the customer’s problem, it should be presented to
the Director of Patient Care/Quality or the Department Manager (by the charge nurse or the social worker).
If you receive no response within three working days, or if you are dissatisfied with the response, proceed to
step #3.

3. The customer(s) should verbalize in writing and visit the Hospital Administrator to discuss the grievance and
investigate the problem. Verbal and/or written response will be given to the customer. A written grievance
should include the date, time, description of the incident, customer(s) involved, and be signed by the person
submitting the grievance. A grievance may be filed in writing in the forms of fax, email or paper.

4. A customer has 30 days from the date of the alleged act to file a grievance.

If the problem has not been adequately resolved, the customer has the right to contact any of the following agencies
and report his/her concern.

Sakakawea Medical Center
Director of Patient Care/Quality
510 — 8t Ave NE

Hazen, ND 58545
1-701-748-7287

In addition, complaints may be communicated directly to any of the following agencies at any time; however, we
hope you will give us the opportunity to resolve the issue first.

KEPRO North Dakota State Ombudsman Program
Rock Run Center Aging Services Division

5700 Lombardo Center, Suite 100 600 E. Boulevard Ave. — Dept. 325

Seven Hills, Ohio 44131 Bismarck, ND 58505-0250

Toll Free: 1-888-317-0891 1-855-462-5465

TTY 1-855-843-4776

State Survey and Certification Agency U.S. Department of Health and Human Services
State Licensure Office Office for Civil Rights

600 E. Boulevard Ave. 999 18t Street, South Terrace, Suite 417
Bismarck, ND 58505-0200 Denver, CO 80202

1-701-328-2352 1-303-844-2024

If a developmentally disabled or mentally ill customer has a complaint of abuse, neglect, discrimination or
exploitation, he/she may also contact:

North Dakota Protection and Advocacy
400 E. Broadway, Suite 616

Bismarck, ND 58501-4073
1-800-472-2670



