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Complaint Resolution Unit Hotline 1-800-562-6078


	Overview
	The Complaint Resolution Unit (CRU) hotline receives and prioritizes complaints regarding provider practice, including suspected abuse or neglect in long-term care settings such as Adult Family Homes, Assisted Living Facilities, Nursing Homes, Intermediate Care Facilities for Individuals with Intellectual Disabilities, Enhanced Services Facilities and certified residential/supported living programs.  The hotline is available 24 hours a day, seven days a week.  Public callers may choose to speak to a live representative and remain anonymous.  CRU staff return calls Monday through Friday during normal business hours.  In 2016, the Department expanded reporting options to include online reporting.

The CRU does not replace 911.  If you or someone you know is experiencing a life-threatening emergency, call 911. 

	Eligibility Requirements

	The CRU hotline is available to the public and facilities.  Facilities are mandated reporters and are required to report specific types of incidents. 

	Authority 

	Chapter 74.34 RCW

	Budget
	FY20 Allotment: $1.6M

	Partners

	Depending on the nature and severity of the reported issue, reports may be referred to law enforcement, state professional licensing boards, Medicaid Fraud, Adult Protective Services or other state agencies. 
The Long-Term Care Ombuds advocates for the rights of vulnerable adults in long-term care facilities.  Ombuds help residents and their families to address concerns with facility owners and administrators.  For an ombuds in your area, call 1-800-562-6028 or visit http://www.waombudsman.org/.


	Oversight 

	Reports are documented in the CRU intake system, triaged, and may be assigned to the regional field office for investigation.  When an investigation is conducted, RCS checks for compliance with specific regulations which govern licensed/certified providers.  Regulations address many important areas, but not all issues that impact a resident are potential regulatory violations.  If a violation is found, RCS may take enforcement action that ranges from imposing a monetary fine to revoking the license or certification.  
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Sheila Bower, CRU Manager, Residential Care Services Division
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