
             

Start

Executive Leader 
visits patient, 

family  makes a 
connection, 

listens

Able to resolve 
immediately?

End

Leader contacts 
Charge Nurse 

(CN) or Clinical 
Director (CD)

Able to resolve 
immediately?

End

CN of CD contacts 
appropriate 
discipline or 

escalates to house 
supervisor

Able to resolve 
immediately?

End

Appropriate 
discipline or house 

supervisor 
contacts Patient 

Advocate

End

Patient/family 
expresses a 

concern

CN or CD visits 
with family, 

listens to 
concerns

Appropriate 
discipline or house 

supervisor visits 
with family, listens 

to concerns

Executive leader 
honors 

commitment by 
resolving

CN or CD honors 
commitment by 

resolving

CN or CD honors 
commitment by 

resolving

Patient Advocate 
visits with family, 

makes a 
connection, listens 

to concerns

Patient Advocate 
honors commitment 

by following 
grievance process

Yes

No

Yes

No

Yes

No

 


