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Understanding the Complaint Investigation Process: 

Strategies to Enhance Patient Satisfaction and Reduce Investigation Risk 
 
While we all hope that every patient and staff member is comfortable with the care provided in our facilities, 
complaints can and do occur.  The information below reviews the process of complaint investigations and 
provides several strategies to help minimize your facility’s risks for complaints, state complaint investigations, 
and adverse patient outcomes.   
 

The Process of Complaint Investigation of NDAC Accredited Dialysis Facilities 

National Dialysis Accreditation 
Commission (NDAC) 

Centers for Medicare & Medicaid 
Services (CMS) 

* State Survey Agency (SSA) 

Complaint received and triaged for 
risk to patient health and safety 

Complaint received and triaged for risk 
to patient health and safety 

Complaint received and triaged for risk 
to patient health and safety 

High Risk/Potential Immediate 
Jeopardy: 
Unannounced on-site investigation 
within 2 business days. 

High Risk/Potential Immediate 
Jeopardy: 
Referred to the SSA for immediate on-
site unannounced complaint 
investigation within 2 business days. 

* High Risk/Potential Immediate 
Jeopardy: 
Contacts CMS for permission to conduct 
immediate on-site unannounced 
complaint investigation within 2 
business days. 

Moderate Risk: 
Facility is contacted by phone within 
45 days.  NDAC performs a desk 
review of requested records. An on-
site review done at the next 
scheduled survey. 

Moderate Risk: 
Referred to the SSA for triage and 
investigation within 45 days. 

* Moderate Risk: 
Contacts CMS for permission to conduct 
investigation within 45 days. 

Low Risk: 
Facility is contacted by phone within 
45 days.  NDAC performs a desk 
review of requested records. 

Low Risk: 
The Complaint is referred to NDAC. 

* Low Risk: 
The Complaint is referred to NDAC. 

* For states that require ESRD facilities to be licensed, the state my conduct a complaint investigation at accredited facilities 
under the state’s licensing rules WITHOUT CMS permission.  Several states require certain events to be reported which may 
result in an on-site survey to investigate the cause(s) of the reportable event. 

 
Strategies to Maximize Your Accredited Status:  

• Maintain an open, effective internal complaint system by encouraging patients and staff to report 
any concerns, taking prompt action to address those concerns, and providing feedback to the 
person surfacing the concern.  Recheck to ensure the concern “stays” addressed.  Follow your 
facilities policies and procedures for the complaint/grievance process and review all 
complaints/grievances in QAPI for open discussion and to prevent re-occurrence. 

• Prominently post the attached NDAC Complaint Notice for Patients and Staff.  Educate patients and 
staff to your accreditation status, including the option of reporting concerns to NDAC. 

• If your state has a “required reporting” system, copy NDAC on those reports.  As part of your 
accreditation benefit, NDAC will review those reports and contact you if the report raises any 
questions or concerns.  This feedback may help you prepare for a possible SSA investigation.  

• If the SSA conducts a compliant investigation, notify NDAC of the event and share any report 
received.  As part of your accreditation benefit, sharing this information will allow NDAC to suggest 
corrective actions to proactively address issues to lessen the risk of additional complaints.    

 
 
 Questions?   We are here to help!  Contact NDAC at 630-387-6680 or info@ndacommission.com. 
 
 

mailto:info@ndacommission.com


 

 
National Dialysis Accreditation Commission©  

 

 



 

 
National Dialysis Accreditation Commission©  

 

 


