U.S. Department of Veterans Affairs
Fa Ct S h eet VA Veterans Health Administration
Office of Community Care

Reporting Veteran Concerns With

Community Care

Department of Veterans Affairs (VA) encourages Veterans to help VA improve the quality and safety of care Veterans
receive in the community. Veterans referred by VA providers to community providers can report concerns regarding
the quality or safety of services received during a community care visit or other issues related to community services.

Overview Patient Advocate contact information is available on
1. What is the difference between a quality and safety ~ €ach VAMC website. Please refer to the VAMC directory,
concern and a complaint/grievance? https://www.va.gov/health/vamc/, to find your local

Patient Advocate.
Quality and safety concerns are concerns regarding

the quality or safety of health care services performed Review and Next Steps
by community care providers. For example, a provider
prescribes an incorrect dosage for a medication or orders
an incorrect test/procedure (e.g., x-ray completed on the
right shoulder instead of the left shoulder). Patient Advocates will forward a complaint about a
quality or safety concern to the VAMC's Community

Care Office for review and submission of a form to the
community provider’s contracted network, if applicable.
The Community Care Office may also report the event to
the VAMC's Patient Safety Manager to review the concern
and implement corrective actions in partnership with
the community provider. The VAMC's Community Care
Office will provide a response back to the Veteran (or
representative of Veteran).

4. What happens after | report a quality or safety
concern?

Grievances are any complaints or disputes about
dissatisfaction with operations, activities, or behavior

of the community provider or staff supporting the
provider. Examples include discrimination, staff rudeness,
cleanliness of office, or the length of wait times in the
office.

2. Who can submit a quality concern or complaint/
grievance?

A Veteran, or a representative of a Veteran, such as 5. What happens after | report a complaint/grievance?

spouse and family member, can work with VA Medical Patient Advocates will partner with the VAMC's
Center (VAMC) Patient Advocates to report a quality

) Community Care Office to submit a grievance form
concern, safety concern, or complaint.

to the community provider’s contracted network, if

3.Who are Patient Advocates and how can I get in applicable, request investigation and resolution, or

touch with them? follow established VA guidance and procedures for
resolution and corrective action implementation when
Patient Advocates are highly trained professionals necessary. VAMC Community Care Office staff ensure
available at VAMCs to help Veterans with concerns that complaints/grievances are addressed and resolved, as
cannot be resolved with their health care provider or possible, and that a response is provided to the Veteran
team. Patient Advocates listen to questions, complaints (or representative of Veteran).

or compliments Veterans have and work with the
appropriate staff to facilitate resolution.

Created Date: December 10, 2020
IB-10-1473—COMMUNITY CARE Page 1 of 1


https://www.va.gov/health/vamc/




Accessibility Report





		Filename: 

		FS 20-45_Reporting_Veteran_Concerns_FactSheet_508.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 0



		Passed manually: 2



		Failed manually: 0



		Skipped: 0



		Passed: 30



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Passed manually		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Passed manually		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Passed		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top



