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Analysis of causes and countermeasures of common
complaints and disputes in window service of medical
insurance in a third-class hospital

Liu Wei, Zhao Li, Liu Xiaolei
The First Affiliated Hospital of the Air Force Military Medical University Xi‘an, Shaanxi 710032

Abstract: Objective: To study the common complaints and disputes received by the medical insurance service window, find
the influencing factors and improvement countermeasures. Methods: 25 cases of medical insurance complaints registered
from 2014 to 2017 were reviewed, and hospital management factors were analyzed and investigated, and countermeasures
were proposed for the reasons of medical insurance complaints. Results: The complaints of hospital medical insurance are
mainly caused by cost complaint, patients' process not understanding, medical staff's policy explanation complaint, poor
communication and other reasons. Conclusion: Hospitals should pay full attention to medical insurance complaints. Patients'
insufficient cognition of medical insurance and inadequate management of medical insurance are the main factors affecting
hospital management and medical insurance complaint rate. Improvement measures can be formulated and implemented to
reduce the medical insurance complaint rate.
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