PHYSICIAN REVIEWER GUIDE TO POSSIBLE mediation CASES
If a complaint has a confirmed quality of care issue, it is currently not considered suitable for mediation.

	MediatioN , however, IS an option for the resolution of beneficiary complaints when the physician reviewer (PR) determines that: 

•
the standards of (clinical) care were met, but there may have been/may be

· a lack of adequate communication; 

· unrealistic expectations which created a misunderstanding or perception of poor quality of care; or

· other advantages of mediation that might benefit both parties.




A “YES” answer to any of the questions below may give guidance in recommending mediation.   

Does it appear that the physician, provider or other health care professional did NOT:

•
communicate respectfully, adequately, or clearly with the beneficiary or family regarding the treatment plan and options?

•
communicate clear instructions to the responsible party?

•
provide user-friendly or adequate written materials or forms?

•
recognize cultural, educational or sensory barriers to effective communication?

•
provide effective customer service (i.e., poor office management, or uncomfortable environment)?

Does it appear that the beneficiary or family had:

•
unmet expectations of direct contact with the health care professional or communication in general?

•
a misconception regarding standards of care?

•
a perception that adequate history was not obtained and impacted care?

•
a perception of unprofessional, rushed, and/or rude behavior?

Could 

•
a future relationship between the physician/provider be improved?
•
face-to-face dialogue give an opportunity to improve communication skills?

•
both parties benefit from the opportunity to have a say in how the concern is resolved, and a higher chance of a more positive result?

•
mediation result in a reduced risk of a time-consuming, expensive malpractice complaint?

 FORMCHECKBOX 
  YES, case IS suitable for mediation.         FORMCHECKBOX 

NO, case is NOT suitable for mediation.
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