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Analysis of Medical Complaints to Improve Quality of Ser-

vice in Cancer Hospital

LIN Yan-fei, XU Li-wei, YANG Yi-bo
(Cancer Hospital ,Chinese Academy of Medical Sciences,Beijing 100021, China)

Abstract: To investigate the essential regulation of occurrence of medical service complaints and to
improve the quality of health care. The department distribution, personnel distribution and reasons of
126 medical service complaints in Cancer Institute & Hospital,Chinese Academy of Medical Sci-
ences from 2009 to 2011 were analyzed retrospectively. The top 3 departments of complaints oc-
curred was abdominal surgery (28 cases,22.2%),medical record room(19 cases,15.1%)and thoracic
surgery (18 cases, 14.3%). 71% of complaint objects were doctors with senior titles,30% complaint
reasons were the flaws of surgical operation. Therefore,the hospital need to build up an effective
complaint management program,which should focus on risk management of surgery,training of se-
nior doctors and regulation of medical records,in order to constantly improve the quality of medical
service and patient satisfaction.
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Figure 1 The department distribution of medical services complaints,2000~2011
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