
ASF, BHA, CBC, IHS, HAC, 
HPSY, MTS, OTP, RTF

Case is sent to Facilities Case 
Management Team (CMT) 
for review within five (5) 

business days

Case is created by CIU

Event of concern occurs 
to healthcare consumer

Consumer or representative 
contacts DOH HSQA Complaint 

Intake Unit (CIU)

Is the allegation about 
a facility?

Allegation is referred to 
appropriate commission 

or authority

Is the facility regulated  
by OCHS?

Imminent danger to  
patient safety?

CIU contacts OHSO Case Manager specific 
to facility type who convenes Emergency 

Facilities CMT within two (2) business days to 
review and determine investigation priority

Facilities CMT reviews 
case and votes

OPEN FOR  
INVESTIGATION 

OHSO Case Manager 
contacts complainant to 
gather additional details  REQUEST

MORE
INFORMATION

CLOSE/ 
REFER

OHSO Case 
Manager  

closes case or 
sends to other 

program for 
further review

Written reprimand issued 
to facility for each 

violation of law or rule

Case closed due to lack of 
information, insufficient 
evidence, or no violation

Violation of law/rules 
found?

YESNO

More information 
obtained?

NO

YES

Case assigned for 
investigation

Investigator visits facility 
named in allegation and 

reviews evidence

Facilities CMT decision?

YESNO

YESNO

YESNO

Case closed as resolved,  
enforcement action, or 
compliance monitoring

Facility responds w/ acceptable 
Plan of Correction?

YES

Facilities CMT votes for formal 
enforcement/legal action to be 

taken against Facility

Enforcement/legal action taken 
 against Facility

Facility moves through 
enforcement/legal process

Facility loses license, case settled, 
or sanctions issued as part of 

enforcement/legal proceedings

NO

Facilities
Complaint 
Process
Who Is The Facilities Case 
Management Team?

Office of Community Health Systems 
(OCHS) 

•  Executive Director or designee 
•  Program Manager specific to 
Facility type

Governing office who sets rules and 
issues credentials to healthcare 
facilities operating within the state of 
Washington.

Office of Health System Oversight 
(OHSO)

•  Executive Director or designee 
•  Investigative and/or Survey 
Manager specific to facility type 
•  Case Manager specific to facility 
type

Investigative and survey office who 
when directed by Facilities CMT will 
enter facilities to gather facts and 
evidence to substantiate allegation(s) 
and/or ensure compliance with 
laws/rules.

Office of Investigative and Legal 
Services (OILS)

•  Executive Director or designee  
•  Staff Attorney involved in specific 
facility case

Legal office who when directed 
by Facilities CMT will issue and 
negotiate enforcement/legal actions 
against a facility when violation(s) of 
law or rule occur.



Glossary

ASF 	 Ambulatory Surgical Facility

Authority 	 A separate governing body that regulates certain areas 
and/or investigates said areas. Example: Washington 
Health Care Authority regulates Medicare/Medicaid funding 
and areas of Behavioral Health

BHA 	 Behavioral Health Agency

Case Manager  	 Position processing complaint cases through investigation/
survey and interacting with complainants as needed

CBC 	 Child Birth Center

CIU  	 Complaint Intake Unit 

CMT 	 Case Management Team comprising of OCHS, OHSO, and 
OILS representatives that reviews case allegation(s) for 
potential investigation

Commission 	 A separate governing body that regulates professions and/
or investigates allegations about said profession. Example: 
Washington Medical Commission regulates medical 
providers like doctors and physician assistants

DOH 	 Department of Health

HAC 	 Hospital Acute Care

HPSY 	 Hospital Psychiatric

HSQA 	 Health Systems Quality Assurance – Office within the 
Department of Health

IHS  	 In-Home Services

Investigation 	 Case opened when complaint is made alleging violation(s) 
of Washington laws or rules pertinent to the Facility

MTS 	 Medical Test Site

OCHS 	 Office of Community Health Systems

OHSO 	 Office of Health System Oversight

OILS 	 Office of Investigative and Legal Services

OTP	 Opioid Treatment Program

RTF 	 Residential Treatment Facility
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