]mtu B&im 3

) klachtenportaal

Every healthcare provider is obliged to offer clients the opportunity to submit a
complaint about care provided. The healthcare provider applies a complaints
procedure for this that must comply with the Healthcare Quality, Complaints and
Disputes Act or Wkkgz. You are a client of a healthcare provider who has placed this
complaints procedure with Klachtenportaal Zorg.

In this flyer we inform you about our working method and what we can do for you. In care
relationships, dissatisfaction can arise, which in some cases leads to a complaint. The
Wkkgz was created to resolve such complaints as smoothly as possible. Fortunately, most
problems can be solved by a good conversation between care provider and client. You can
receive free support from an independent complaints officer. However, if this does not lead to
a solution, the dispute can be submitted to the dispute resolution body.

Dissatisfaction with the provided care can, for example, be related to decisions or the
treatment of a care provider, the quality of the care provided or about something that a care
provider neglects to do. A complaint can also arise because a healthcare provider does not
answer certain questions or does not provide (correct) information.

Would you like to submit a complaint about a healthcare provider affiliated with the
Klachtenportaal Zorg? Then take the following steps:

* Discuss the dissatisfaction or complaint with the care provider first

+ Are you unable to reach an agreement together? Then both you as a client and the care
provider can contact Klachtenportaal Zorg via info@klachtenportaalzorg.nl

* Or fill in the complaints form on www.klachtenportaalzorg.nl

Rules in case of dissatisfaction or a complaint

The Healthcare Quality, Complaints and Disputes Act aims to provide transparency about
complaints and undesirable events within healthcare and to learn from this. Your healthcare
provider is obliged to have a complaints procedure so that complaints are handled properly.
Below you will find the legal rules that apply when submitting a complaint or reporting an
incident.

1. First inform the healthcare provider about your dissatisfaction or the complaint. If it is more
pleasant to receive support, you can request it from Klachtenportaal Zorg.

2. Both the care provider and the client can request support from an independent complaints
officer.

3. The 'formal' period starts after the written submission of the complaint to the care provider.
4. The healthcare provider must now give a substantiated judgment about the complaint
within 6 weeks. This is the healthcare provider's view of the complaint, which decisions have
been taken and which measures are taken as a result of the complaint.

5. This period of 6 weeks may be extended once by 4 weeks. The healthcare provider will
inform you about this, substantiating the reason.

6. Only when the client and care provider agree on this, an extension is possible. for example
if it has been agreed to follow a mediation process.
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7. If you are not satisfied with the solution and the handling of the complaint, you may have
the complaint submitted to the independent KPZ Disputes Authority.

8. The independent disputes body will include the healthcare provider's judgment in the
treatment. The dispute resolution body will investigate the situation, issue a binding decision
to which both parties must adhere, and possibly award damages.

The complaints regulations of the Klachtenportaal Zorg and the disputes regulations of the
KPZ Disputes Authority Foundation contain the conditions and rules for handling complaints
and resolving disputes. Klachtenportaal Zorg guarantees the privacy of both the client and
the care provider and care providers at all times.



