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[ Abstract]
“12345” complaints in the emergency department of a 3A comprehensive hospital and the proposed improvement measures.
Method: This paper retrospectively studied the total number of complaints, types of complaints and changes in departments of
“12345” work orders in a 3A comprehensive hospital in Nanjing from 2020 to 2022.The fault tree method is used to analyze the
direct causes of emergency complaints. Result: From 2020 to 2022, the total number of emergency complaints shows an increasing
trend year by year. Among them, the proportion of complaints about medical quality and service attitude decreased year by year,
while the complaints about doctor-patient communication and the charge management increased year by year. The units with more

Objective: In order to improve the quality and level of emergency service with the analysis on the causes of

medical complaints are mainly emergency medicine, surgery and fever clinics. Conclusion: The effective measures to reduce
emergency medical disputes are to increase the input of emergency human resources, establish effective doctor-patient
communication, optimize the treatment process and improve the level of medical technology.
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