PathCare complaint process

PathCare takes responsibility to manage
complaints first time. every time.

Complaints can be submitted to PathCare via the below methods:

Telephonic (by phoning E-mail (by e-mailing the Face-to-face (by verbally
the closest laboratory or laboratory/depot or using complaining during visit at
depot) clients@pathcare.co.za depot or laboratory)
Service evaluation PathCare website (log Electronic survey (after patient
surveys (completed during complaint under “contact consent, automated survey
visit at depot or laboratory) us” field on website) will be mailed or SMS)

Client logs a complaint via one
of the above methods

PathCare staff
member will
log the details of the
complaint, including
remedial action, on
the PRISM or TASK
system.

PRISM or TASK
system =
PathCare electronic
complaint and non-
conforming event
system.

The PRISM or TASK event will be
assigned to the person responsible for
the investigation of the complaint.

A proper root cause analysis is performed by the
responsible person.

Corrective action is taken to
address the root cause.

Preventative action is implemented to prevent
similar complaint (where applicable)

Feedback is Actions are
provided to the monitored via trend
client (where analysis
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