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Meeting Reminders

• All phone lines are muted upon entry to eliminate background 
noise/distractions

• We will be monitoring Chat throughout the meeting for questions or 
comments

• All slides will be shared within a week of completion of the meeting



IPRO ESRD Network Program

• The IPRO End-Stage Renal Disease Network Program 
includes four ESRD Networks:
○ Network 1: ESRD Network of New England
○ Network 2: ESRD Network of New York
○ Network 6: ESRD Network of the South Atlantic
○ Network 9: ESRD Network of the Ohio River Valley

• The mission of the IPRO End-Stage Renal Disease 
Network Program is to promote healthcare for all ESRD 
patients that is safe, efficient, patient-centered, timely, 
and equitable.



The Network’s Role
What the Network’s staff CAN and CANNOT do

Network staff CAN…
• Advocate for patients’ rights, depending on the situation.
• Provide information and educational resources.
• Investigate concerns about issues related to quality of care.
• Help patients understand their rights and help them navigate 

the ESRD care delivery system.

Network staff CANNOT...
• Force a facility to accept a patient.
• Close a dialysis facility.
• Go onsite to investigate a facility’s clinical procedures, witness interactions 

between staff and patients, or view a videotape of incidents (HIPAA violation).
• Add a patient to the transplant list.
• Recommend a lawyer and assist with a lawsuit.
• Get staff members fired or arrange for staff to have their pay docked.
• Force a facility to change its admissions policy regarding catheters.
• Verify Medicare coverage or give out Medicare cards.
• Interfere with facility surveys.
• Hide a patient’s involuntary discharge (IVD) history.



Welcome Our New PFRs!

• German Vargas

• Steven Poe

• Chris Collier

• James Moore

• Pamela Greene 

• Thomas Kowalski

• Valerie Abraham 

• Zoilo Pacheco

• Debra Prater

• Brad Carroll

• Patrick Bell

• Arbrian Fant



Network Check-In
Polling Question

Which Network are you from?

• Network 1 (Connecticut, Massachusetts, Maine, New Hampshire, Rhode Island, 
Vermont)

• Network 2 (New York)

• Network 6 (North Carolina, South Carolina, Georgia)

• Network 9 (Indiana, Kentucky, Ohio)



Network Check-In
Polling Question

Are you familiar with the National Kidney Foundation Kidney Learning Center?

• Yes

• No

• Unsure



National Kidney Foundation

Information about the Learning Center..



National Kidney Foundation

First create an account and Login 



National Kidney Foundation



          Shezeena Andiappen, MSW

            Patient Services Specialist

Discussing the Grievance 
Process 



Grievance Process
What is a Grievance?

A grievance is any concern or issue you may have about the care you receive from 
your dialysis facility. A grievance can be submitted by patients, family members, 
dialysis staff members, or anyone who has a concern. A grievance can be in written 
or oral form. A grievance can be filed anonymously, confidentially or with full 
disclosure. 



Network Check-In
Polling Question

Do you know your facility internal grievance process?

• Yes

• No

• Unsure



Grievances & Concerns
Filing a Grievance

Following federal regulations, all dialysis facilities are required to have a grievance 
process meant to address patient concerns. 

As a dialysis patient, there are several options for filing a grievance.

• Option I: Filing at Your Dialysis Facility

• Option II: Filing with the ESRD Network

• Option III: Filing with Your State's Department of Health



Network Check-In
Polling Question

Does your facility have the Grievance Speak Up Posters visible to all patients and 
family?

• Yes

• No

• Unsure



Grievances & Concerns
Grievance Speak Up Posters

ESRD Network of New England (Network 1)

Connecticut: English|Spanish

Maine: English|Spanish

Massachusetts: English|Spanish

New Hampshire: English|Spanish

Rhode Island: English|Spanish

Vermont: English|Spanish

ESRD Network of New York (Network 2)

New York: English|Spanish

ESRD Network of the South Atlantic (Network 6)

Georgia: English|Spanish 

North Carolina: English|Spanish 

South Carolina: English|Spanish

ESRD Network of the Ohio River Valley (Network 9)

Indiana: English|Spanish 

Kentucky: English|Spanish 

Ohio: English|Spanish

https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-CT_2024-Eng_v4-508c-2.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-CT-SPA_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-ME_2024-Eng_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-ME-SPA_v1-508c-2.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-MA_2024-Eng_v4a-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-MA-SPA_v1b-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-NH_2024-Eng_v5-508c-2.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-RI-SPA_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-RI_2024-Eng_v4-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-RI-SPA_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-VT_2024-Eng_v4-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-VT-SPA_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW2-Speak-Up-Grievance-Flyer_2024-Eng_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NW1-Speak-Up-Grievance-Flyer-2024-RI-SPA_v1-508c-1.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW6-Speak-Up-Grievance-Flyer-GA_2024-Eng_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW6-Speak-Up-Grievance-Flyer-GA_2024-SPA_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW6-Speak-Up-Grievance-Flyer-NC_2024-Eng_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-KY_2024-SPA_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW6-Speak-Up-Grievance-Flyer-SC_2024-Eng_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW6-Speak-Up-Grievance-Flyer-SC_2024-SPA_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-IN_2024-Eng_v3-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer_IN_2024-SPA_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-KY_2024-Eng_v3-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-KY_2024-SPA_v2-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-OH_2024-Eng_v3-508c.pdf
https://esrd.ipro.org/wp-content/uploads/2024/07/NW9-Speak-Up-Grievance-Flyer-OH_2024-SPA_v2-508c.pdf


Grievances & Concerns
Tips on how to share your grievance effectively

• Write down your concerns

• Remain calm

• Be open to hearing other point of views and feedback.

• Suggest Solutions or be open to compromise



Grievances & Concerns
Professional Resources
Professional Resources 

● Grievance Process Questions & Answers: A Guide for Dialysis Facilities 

● Grievance Speak Up Posters 

● Resolving Grievances Toolkit: The Role of the Network | IPRO Learn ESRD

● Dialysis Patient Grievance Toolkit 

● Grievance Process Guide 

● Decreasing Patient-Provider Conflict: A Pathway to Resolution  

● ESRD NCC A Change Package to Improve Patient Experience of Care 

● Effective Communication video

 

https://esrd.ipro.org/wp-content/uploads/2024/05/ESRD-NWP-GrievanceProcess-Flyer-Providers_v2-508c-3.pdf
https://esrd.ipro.org/providers/patient-services/grievances/
https://esrd.iprolearn.org/mod/book/view.php?id=1319
https://esrd.ipro.org/wp-content/uploads/2020/07/Patient-Grievance-Toolkit.pdf
https://esrd.ipro.org/wp-content/uploads/2024/06/NWP-Grievance-Process-Guide-Flyer_2024_v3-508c-1.pdf
https://drive.google.com/file/d/12CXMJxiuJLcyid3UwHT-KCEAWQZsGHY3/view?usp=drive_link
https://esrdncc.org/contentassets/518c9e6b54ce418e9ec112fb87b524a8/esrd-ncc-change-package-patient-experience-of-care-2022-final.pdf
https://www.youtube.com/watch?v=W78odi16cJ8&t=19s
https://esrd.ipro.org/providers/patient-services/grievances/


Grievances & Concerns
Patients Resources
Patients Resources 

● We Can Help You

● Grievance Process Guide for Patients and Families Flyer 

○ English: Network 1|Network 2|Network 6|Network 9

○ Spanish: Network 1|Network 2|Network 6|Network 9 

● Your Rights and Responsibilities as an ESRD Patient

● Dialysis Patients - Grievance Toolkit Summary 

● Dialysis Patient Grievance Toolkit - English 

● Dialysis Patient Grievance Toolkit - Spanish 

● Thriving Without Fear

https://esrd.ipro.org/wp-content/uploads/2023/12/ALL-NW-_We-Can-Help-You_Flyer_V5-4.pdf
https://esrd.ipro.org/wp-content/uploads/2023/03/NW1-Grievance-Process-Guide-Flyer_V16-1.pdf
https://esrd.ipro.org/wp-content/uploads/2023/03/NW2-Grievance-Process-Guide-Flyer_V2-1.pdf
https://esrd.ipro.org/wp-content/uploads/2023/03/NW6-Grievance-Process-Guide-Flyer_V2-2.pdf
https://esrd.ipro.org/wp-content/uploads/2023/03/NW9-Grievance-Process-Guide-Flyer_V2-1-1.pdf
https://esrd.ipro.org/wp-content/uploads/2023/09/NW1-Grievance-Process-Guide-Flyer_SPA_V1-3.pdf
https://esrd.ipro.org/wp-content/uploads/2023/09/NW2-Grievance-Process-Guide-Flyer_SPA_V1.pdf
https://esrd.ipro.org/wp-content/uploads/2023/09/NW6-Grievance-Process-Guide-Flyer_SPA_V1.pdf
https://esrd.ipro.org/wp-content/uploads/2023/09/NW9-Grievance-Process-Guide-Flyer_SPA_V1.pdf
https://esrd.ipro.org/wp-content/uploads/2020/07/All_NW-Patient-Rights-Responsibs_Detailed.pdf
https://media.esrdnetworks.org/documents/The_Patient_Grievance_Process_Toolkit_Flyer_Final.pdf
https://esrdnetworks.org/toolkits/patient-toolkits/dialysis-patient-grievance-toolkit/dialysis-patient-grievance-toolkit-english/
https://esrdnetworks.org/toolkits/patient-toolkits/dialysis-patient-grievance-toolkit/dialysis-patient-grievance-toolkit-spanish/
https://esrdncc.org/contentassets/6bc56d8fe1aa426c992ff32b763612c7/managingretaliation508.pdf


Aisha Edmondson

Patient and Family Engagement Lead

Next 
Steps



Community Awareness Campaigns
August is National Immunization Awareness Month!!

National Immunization Awareness Month (NIAM) is an annual observance held in August to highlight 
the importance of vaccination for people of all ages. Together, we can help raise awareness about 
the importance of vaccination and encourage people to talk to a healthcare provider they trust 
about staying up to date on their vaccinations.

Use these NIAM graphics and share vaccine resources to help you promote routine vaccination on various social 
media platforms and websites.

https://www.cdc.gov/vaccines/communication-resources.html?Sort=Date%3A%3Adesc&Topics=National%20Immunization%20Awareness%20Month


Next PRF Meeting - Mark Your Calendar!
Thursday, September 5th 2024 at 5:30pm ET

• Upcoming Topics: Emergency Preparedness

• Things to Think About: Are you involved in
QAPI? Let’s activate your voice! 

Guidelines for Patient Facility 
Representatives who attend QAPI

https://esrd.iprolearn.org/mod/book/view.php?id=497&chapterid=367
https://esrd.iprolearn.org/mod/book/view.php?id=497&chapterid=367


Social Media
Follow Us!

● IPRO ESRD Network Program’s Facebook Page
● IPRO ESRD Patient Facility Representative (PFR) Alliance Group

● IPRO ESRD Network Program’s Twitter Page

● IPRO ESRD Network Program’s Linkedin Page

● IPRO ESRD Network Program’s Instagram 

https://www.facebook.com/IPRO.ESRDNetworkPgm
https://www.facebook.com/groups/ipropfralliance/
https://twitter.com/IPROESRDNetwork
https://www.linkedin.com/in/iproesrdnetwork/
https://www.instagram.com/ipro_esrd_network/


Questions?
Comments?



IPRO End-Stage Renal Disease 
Network Program Corporate Office:
1979 Marcus Avenue, Lake Success, NY 11042-1072
Patient Toll-Free: (800) 238-3773 • Main: (516) 231-9767
E-mail: esrdnetworkprogram@ipro.org • Web: esrd.ipro.org
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Thank you for your 
ongoing commitment to 
the ESRD community!

For more information, contact: 

Aisha Edmondson
Project Manager: Patient and Family Engagement 
Tel: 216-755-3056| E-mail: aedmondson@ipro.org


