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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

Aging and Long-Term Support Administration

Residential Care Services
R19-057 – INFORMATION
August 16, 2019
	TO: 
	RCS Regional Administrators

RCS Field Managers

RCS Management Team

RCS SEIU Represented Staff

	FROM:
	Candace Goehring, Director

Residential Care Services

	SUBJECT: 
	CHAPTER 20: COMPLAINT INVESTIGATIONS AND INVESTIGATION SUMMARY REPORTS (ISR)

	Purpose:
	To inform staff of an updated standard operating procedure for all Residential Care Service settings. 

	Background:
	· The complaint investigation process across the RCS settings has been partially captured in over 17 operational procedures, protocols, and manuals that date back to 2004 for individual programs.
· This Standard Operating Procedure (SOP) will rescind those previously documented processes and apply the complaint investigation steps to all RCS settings.

· The development of this SOP was facilitated in multiple phases over 8 months that included staff from the Policy, Training, and Quality Assurance Units, and extensive input from the field staff who complete the complaint investigations.

	What’s new, changed, or

Clarified:
	This process is for complaint investigations in all RCS settings:
· The importance of this standardization of investigation practices is to establish consistent investigation and notification practices across all RCS settings.
· This SOP supersedes all previously documented investigation steps.
· A project is underway to develop electronic forms that will autopopulate from and to other mandated forms.  This is occurring in concert with the development of STARS.
· An additional project will be completed to incorporate linked resource information for targeted investigation information such as skin care, financial exploitation, pressure ulcers, drug diversion, infection control, and several other categories.
· The training unit will begin training to this SOP for new employees in the August 2019 Complaint Investigation Training.  Other forums for questions on this SOP can be included in the quarterly program and/or unit meetings as needed.



	ACTION:
	Staff will:

· Review and follow the updated process for complaint investigations.
 

	Related 
REFERENCES:
	None

	ATTACHMENTS:   
	1. RCS SOP Chapter 20 

	CONTACTS:
	For questions regarding these processes and procedures please consult with your immediate supervisor.














STATE OF WASHINGTON


DEPARTMENT OF SOCIAL AND HEALTH SERVICES


Aging and Long-Term Support Administration


PO Box 45600, Olympia, WA 98504-5600





RCS MANAGEMENT BULLETIN








