Crissmann Divine
Incident Management Policy and Procedures
SUBJECT: Incident Management
POLICY:
Crissmann Divine is committed to ensuring the prompt and accurate reporting of incidents via the Office of Developmental Programs’ Enterprise Incident Management (EIM) system, in full compliance with ODP requirements. All staff will receive training on this Incident Management Policy during orientation and through annual refresher courses.

PROCEDURE
I. Definitions and Responsibilities
A. Initial Reporter
An initial reporter is any person who:
· Witnesses or experiences an incident,
· Is informed of an allegation of an incident, or
· Is the first to discover or recognize the signs of an incident.
Initial reporters may include Crissmann Divine employees, individuals receiving services, family members, community members, or service system staff. When the initial reporter is a Crissmann Divine employee, they must:
· Respond immediately to protect the individual’s health, safety, and rights.
· Notify the designated Crissmann Divine point person about the incident.
· Document their observations in a narrative report.
· Comply with all applicable laws and regulations regarding incidents of alleged abuse, neglect, or exploitation.
B. Point Person
The point person, typically the Compliance Specialist at Crissmann Divine, manages the incident from start to finish. Their responsibilities include:
· Ensuring immediate actions are taken to protect the individual’s health, safety, rights, and well-being.
· Offering referral and support for victim assistance services, as appropriate.
· Separating the target from the victim in cases involving abuse.
· Notifying appropriate agencies when abuse is suspected (e.g., Adult Protective Services, Child Protective Services, Older Adult Protective Services), as well as informing the individual, their designated persons, the Department of Aging, the Department of Human Services, the designated managing entity (AE), and, if applicable, the County ID Program.
· Informing the individual of their rights and options regarding law enforcement contact.
· Providing timely responses to questions or concerns raised by the individual or their designated contacts.
· Submitting the initial incident report into the Department’s information management system within 24 hours (or within 72 hours for medication errors and physical restraints) and finalizing the report within 30 calendar days, unless an extension is granted with proper documentation.
· Following up on all comments from management reviews to ensure incident closure.
· For incidents involving a deceased individual, ensuring that supporting documentation (e.g., lifetime medical history, death certificate, autopsy report, discharge summary, recent physical examination results, health and medical assessments, and the full investigation file) is included as part of the final incident report.
C. Incident Management (IM) Representative
The IM representative at Crissmann Divine is the Quality Manager, who is designated as the overall person responsible for incident management and is a certified investigator (CI). The IM representative’s duties include:
· Verifying that the point person has completed all required actions.
· Implementing and monitoring corrective actions.
· Overseeing quality and risk management activities, including monitoring incident data and performing trend analyses at least quarterly.
· Conducting administrative reviews for all incidents investigated by a CI.
· Ensuring investigation files are complete, securely maintained, and accessible for review.
· Reviewing the quality of investigations using the standardized Certified Investigator Peer Review (CIPR) process, providing feedback, and ensuring corrective actions (including retraining or suspension of CI duties, if necessary) are implemented.
· Offering education and training regarding incident management policies and procedures in a format accessible to individuals and their designated contacts.
· Managing roles (point person, CI, etc.) in the Department’s information management system, including maintaining lists of active CIs and managing access rights.
· Ensuring timely responses to complaints related to the incident management or investigation processes, using the individual’s preferred method of communication.

II. Reporting Timelines
1. Incidents Reported within 24 Hours:
All incidents (except medication errors and physical restraints) must be reported through the EIM system within 24 hours of discovery. Reportable incidents include, but are not limited to:
· Death
· Suicide attempts or completed suicide acts
· Inpatient hospital admissions
· Abuse (physical, psychological, sexual)
· Neglect and exploitation
· Missing individuals (more than 24 hours or in jeopardy)
· Law enforcement activity related to service provision
· Injuries requiring treatment beyond first aid
· Fires (requiring fire department services, not including false alarms)
· Emergency closures
· Theft or misuse of individual funds
· Violations of individual rights
2. Incidents Reported within 72 Hours:
Medication errors and physical restraints are to be reported within 72 hours of discovery.
3. Notification:
The individual and any persons designated by the individual must be notified within 24 hours of an incident. Documentation of this notification must be maintained.
4. Availability of Incident Summaries:
A redacted summary of the incident report—including findings and actions taken—will be made available upon request to the individual and their designated persons.

III. Incident Investigation
1. Immediate Action:
Upon initial notification, Crissmann Divine will take all necessary steps to protect the individual’s health, safety, and well-being.
2. Investigation Initiation:
An investigation must begin within 24 hours of discovery. An ODP-certified incident investigator will handle investigations of major incidents such as:
· Death during service provision
· Hospital admissions due to accidental or unexplained injuries or injuries resulting from restraint use
· Abuse, neglect, or exploitation
· Injuries requiring treatment beyond first aid
· Misuse or theft of individual funds
· Violations of individual rights
3. Investigation Process:
· The point person will separate alleged targets from their duties pending investigation.
· The Compliance Department will assign a Certified Investigator (CI) for incidents requiring an investigation.
· The CI will conduct initial witness interviews within 24 hours and conclude the final witness interview within 10 days.
· If the alleged perpetrator is not a Crissmann Divine employee, volunteer, or service recipient, the CI will document the reasons for not concluding the investigation and communicate with the County AE as needed.
· All investigation steps and findings must be documented using the Certified Investigation Report template and integrated into the incident report narrative.
· Investigation files and evidence will be securely maintained.
4. Administrative Reviews:
· An Administrative Review Committee (minimum two members) will conduct reviews to:
· Assess the speed, objectivity, and thoroughness of investigations.
· Determine investigation findings (Confirmed, Not Confirmed, or Inconclusive).
· Recommend and monitor corrective actions.
· The CI who conducted the investigation will serve as a consultant during this review.
5. Peer Review:
· A Certified Investigations Peer Review (CIPR) Committee, comprising at least three certified investigators, will review a minimum of 10% of all investigations quarterly to assess the quality of the investigations.
· The CIPR process will include using an evaluation tool, providing performance feedback, and maintaining records of all reviews.

IV. Addressing Individual Needs and Follow-Up
1. Respect and Empathy:
· All staff must approach individuals involved in incidents with empathy, listen carefully, and document relevant details.
· Staff will support the individual’s health and safety, and work with the Supports Coordinator to update the individual’s support plan with appropriate risk mitigation strategies.
2. Finalizing the Incident Report:
· The designated Point Person will finalize the incident report in the EIM system within 30 days of discovery, unless an approved extension is documented.
· The final report must include detailed information about the incident, investigation findings, corrective actions taken, the responsible party, and the implementation timeline.
3. Incident Analysis:
· The Incident Management Representative (Program Specialist) will oversee monthly monitoring and quarterly trend analyses of incident data.
· Reviews will focus on identifying risk factors, ensuring corrective actions are effective, and recommending policy or procedural updates.
· Risk management reports (monthly and quarterly) will be maintained and shared with ODP or its designee upon request.

V. Training and Communication
1. Staff Training:
· All Crissmann Divine staff, including those in supervisory roles, must complete incident management training as part of orientation (within 30 days of hire for those working independently with individuals) and annually thereafter.
· Training will cover:
· Preventing, recognizing, reporting, and responding to incidents
· Protecting the health, safety, and rights of individuals
· The roles and responsibilities of initial reporters, point persons, and certified investigators
· Victim assistance and mandated reporting requirements
· The administrative review and peer review processes
2. Communication of Policies:
· Residential Managers or management designees will ensure that individuals and their designated persons are informed about incident management procedures as outlined in their Individual Service Plans (ISP).
· Crissmann Divine will ensure that there is no retaliation or intimidation related to the filing or investigation of an incident.

This Incident Management Policy and Procedures document is designed to safeguard the health, safety, and rights of individuals receiving services from Crissmann Divine, ensuring that all incidents are promptly reported, thoroughly investigated, and effectively resolved.

