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Step One

Current Process -- When complaint is received, the
complaint is given to an investigator.



Step One
Issues:
•No tracking of complaints;
•No computer data base for documenting receipt of
complaints;
•No process for acknowledging receipt of complaints;
•No timeline established for assignment of complaint
to an investigator



Step One
Resolution:
•Establish numbering system for receipt and tracking
of complaints;
•Assign specific personnel whose job duties include
receiving complaints;
•Develop an interactive data base that can produce
necessary reports;
•Establish a process for assignment of complaints to
an investigator



Step One

Changes to Date -- Access data base developed for
the tracking of receipt and assignment of complaints,
which includes an individual numbering process and
assignment of complaint to the investigator; upon
receipt of the complaint, the complaint is now being
routed to the Supervisor for assignment of the
investigator; Policy statement in drafting stage



Step Two
Current Process:
•Only one full time investigator position currently
filled in the Occupational Licensing Division.
•Current supervisor assigned to the Occupational
Licensing Division is on extended leave, position is
being filled through a special duty assignment.



Step Two
Issues:
•Current staffing is not sufficient to accomplish
investigations statewide.
•There is a second full time investigator position
assigned to occupational licensing.
•Second investigator position for the Occupational
Licensing Division remains unfilled due to financial
constraints.



Step Two
Resolution:
•Fill the second investigator position for the
Occupational Licensing Division.
•Hire a permanent supervisor for the Occupational
Licensing Division.



Step Two
Changes to Date:
•Request has been made to the Governor's Office for a
freeze exception for the second investigator position
and the Occupational Licensing Division Supervisor
position.
•Drafting job posting information for both positions if
freeze exceptions are granted.



Step Three
Current Process:
•Investigator analyzes information concerning
jurisdictional issues and the need for additional
information;
•Investigator conducts research to determine if the
complaint demonstrates a violation of state statutory
or regulatory requirements



Step Three
Issues:
•No timelines set for analysis process to be completed;
no requirement or timeline set to contact the
complainant;
•No requirement for initial communication to either
the complainant or to the potential responsible party



Step Three
Resolution:
•Establishment of a policy, which includes timelines,
for the initial processing of complaints once an
investigator is assigned, specifically to address when
the complainant is initially contacted and if/when the
responsible party is initially contacted, and timelines
for completion of the analysis of whether the
allegations rise to the level of a violation



Step Three
Changes to Date:
•Investigator now working with Supervisor concerning
determination of jurisdiction;
•Policy statement in drafting stage



Step Four
Current Process:
•Investigator conducts the investigation, which may
include a site visit.
•If a site visit is undertaken, photos are taken and
people are interviewed



Step Four
Issues:
•No policy or procedure to require a site visit unless
certain circumstances arise;
•No policy or procedure concerning how to conduct
an investigation;
•No timelines established for completion of the
investigation;
•Unknown the training of the investigator



Step Four
Resolution:
•Establish a policy and/or procedure concerning what
constitutes a proper investigation,
•The policy to include timelines for completion of the
investigation, add certain requirements for the
investigation into PMPs, which includes appropriate
initial and continuing training.



Step Four
Changes to Date:
•Site visits now a part of standard operating
procedure;
•Policy statement in drafting stage



Step Five
Current Policy:
•Determination is made whether there exists sufficient
evidence for a citation to be issued, whether other
enforcement procedures are undertaken or whether
matter is dropped



Step Five
Issues:
•No policy concerning contact with the complainant;
•No timelines established for completion of this
process



Step Five
Resolution:
•Establish a policy and/or a process for making the
determination concerning who is the responsible
party; establish a time line for this step to be
completed;
•Establish a policy for contact with the complainant


