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D09-013 – Procedure
July 1, 2009
	TO:
	Regional Administrators

Field Services Administrators

Central Office Program Managers

	FROM:
	Linda Rolfe, Director, Division of Developmental Disabilities

	SUBJECT:
	Written Communication Policy

	Purpose:
	To provide staff with clarification about the division’s written communication policy and the principles of good documentation.

	Background:
	Staff produce many types of written materials, including letters, e-mails, Service Episode Records, Assessment comments, and Incident Reports.  The intended audience for these written materials may be clients or providers, but may eventually reach a broader audience or be submitted as evidence in court.

	What’s new, changed, or Clarified
	Case Resource Managers (CRMs) may now use CMIS Phase V and the PDF Creator to e-mail CARE documents in an efficient and expedient way.  All communication, including e-mail, is potentially subject to public disclosure and it is necessary to clarify the written communication policy and best practices.

	ACTION:
	1.
All written communication must:
· Follow Plain Talk Guidelines;
· Use respectful language;
· Use objective language;
· Be concise;
· Avoid opinions; and
· Avoid rendering legal opinions, quoting your AAG or commenting about a lawsuit or potential lawsuit.
2.
E-mail sent from your state e-mail address must be written in a professional and businesslike manner.  E-mail must also:
a. Include a relevant subject line; and
b.
Be encrypted, if client or confidential information is being sent outside the state network.  Use the DSHS Secure E-mail Message system to encrypt.  Note: The Subject line is not encrypted; do not include any confidential information, including full names of clients, in the Subject line of the message.
3.
Documentation in the Service Episode Record (SER) should comply with the direction on written communication above and DDD MB D07-015, Service Episode Records for Clients’ Records.

	Related REFERENCES:
	Executive Order 05-03 Plain Talk
Clear Written Communications (DSHS Administrative Policy 2.11)
Washington State Correspondence Guidelines
Clear Writing for CRMs
Secure E-mail Messaging
People First Language
Service Episode Records (SERs) for Clients’ Records  (MB D07-015)
DSHS Style Guide

	ATTACHMENT(S):
	None

	CONTACT(S):
	Debbie Johnson, 360-725-3525, Johnsda2@dshs.wa.gov
Debbie Roberts, 360-725-3400, Roberdx@dshs.wa.gov
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