

Sample 
Mammography Consumer Complaint Policy

Purpose:  To provide guidelines and specific instruction to respond to both identifiable and anonymous consumer complaints.

In accordance with the California Code of Regulations, title 17, section 30317.70 Consumer Complaints, each facility possessing a facility accreditation certificate shall report unresolved serious complaints to the Department within 30 calendar days of receiving the complaint.


And

In accordance with The Mammography Quality Standards Act Final Regulations, section 21 CFR 900.12(h) Consumer Complaint Mechanism, each facility shall:

1. Establish a written and documented system for collecting and resolving consumer complaints

2. Maintain a record of each serious complaint received by the facility for at least 3 years from the date the complaint was received

3. Provide the consumer with adequate direction for filing serious complaints with the facility’s accreditation body if the facility is unable to resolve a serious complaint to the consumer’s satisfaction

4.
Report unresolved serious complaints to the accreditation body in a manner and time frame specified by the accreditation body

Definitions:  The following definitions are provided for reference:

1. Serious Adverse Events

a. Unqualified personnel performing mammography

b. Unqualified personnel interpreting mammograms

c. Missed Diagnosis (cancer)

d. Poor image quality

2.   Adverse Events

a. Expired facility license

b. Not releasing original mammograms

c. Rude personnel

d. Compression pain

e. Bruising from procedure

f. Unpleasant procedure

g. Failure to send the results or lay summary within 30 days

h. Non-availability of an appointment within two weeks of request

i. Ruptured implant

2. Consumer Complaints – each complaint will receive immediate attention.  The documentation will be monitored and filed separately for Adverse Events and for Serious Adverse Events.

3. Consumer – a person who is receiving mammography services from  any facility possessing a facility accreditation certificate.
--POSTING EXAMPLE—

XYZ Breast Imaging Center

44 Center Street

Anywhere, CA 90012

(916) 555-4344

MAMMOGRAPHY CUSTOMER COMPLAINT GUIDELINES

We care about our patients and constantly strive to provide superior quality mammography services.

If you have a comment or concern, please fill out a Your Opinion is Important form found in your dressing room.  You may leave the completed form with any patient representative at the front desk. A patient representative will contact you to discuss you comments or concerns.

If you would rather speak directly to the Radiology Manager or Patient Advocate, please inform the patient representative at the front desk and we will try to accommodate your request while you are still here.

If we are unable to resolve your serious complaint to your satisfaction, you may file your complaint with our accreditation body listed below.  Accreditation body’s can only accept consumer complaints in writing and with a signature of the individual making the complaint.

Priscilla F. Butler, M.S., FAAPM, FACR

Director, Breast Imaging Accreditation Programs

American College of Radiology

1891 Preston White Drive

Reston, VA 20191

Fax: (703) 648-9176







and
California Department of Public Health

Mammography Program

Consumer Complaint Program

P.O. Box 997414, MS-7610
Sacramento, CA 95899-7414
Fax:  (916) 327-5106
