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History

e Created in 2009 by IC 4-13-19 to provide independent
oversight of DCS

 Ombudsman assumed duties 12/14/2009
« Agency became operational January 2010
e Annual Reports submitted for 2010 and 2011

o Staff

2010 Part time assistant

2012 Full time assistant (Intake/Investigator);recently hired
another assistant
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Authority (c 4-13-19-5)

 To receive, investigate/resolve complaints alleging DCS
failed to protect or failed to follow laws, rules and
written policies

e To provide recommendations when problems are
Identified

 To request a response to the recommendation within a
reasonable time

e Other
= Periodic review of relevant policies and procedures with a view toward safety
and child well being

Recommend changes in procedures for investigating reports of AB/N and
overseeing the welfare of children who are under the jurisdiction of a juvenile
court.

Make the public aware of the services of the DCS Ombudsman Bureau
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To receive, investigate, and attempt to resolve a complaint alleging that DCS, by an action or omission occurring on or after January 11, 2005, failed to protect the physical or mental health or safety of any child or failed to follow specific laws, rules, or written policies
Other:
1.) Take action, including the establishing of a program of public education, to secure and ensure the legal rights of children.
2.) Periodically review relevant policies and procedures with a view toward the safety and welfare of children.
3). When appropriate, refer a person making a report of child abuse or neglect to the department of child services, and, if appropriate , to an appropriate law enforcement agency.
4). Recommend changes in procedures for investigating reports of abuse and neglect and overseeing the welfare of children who are under the jurisdiction of a juvenile court.
5). Make the public aware of the services of the ombudsman, the purpose of the office, and information concerning contacting the office.
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Ombudsman Services and Levels of Responses

Provide Information and/or Referrals

Telephone and email generated
Responded to 516 inquiries during 2011

Assist

Telephone and email generated

Review
Requires a written complaint form

Investigate

Requires a written complaint form

Other
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Are provided to those who are seeking general information and/or consultation about the office or the Department of child services.

Are provided when communication with DCS and/or clarity about case specifics are a concern for the caller.  DCS is contacted to assist the caller with the communication.  

Reviews are provided when the complaint may have merit, but the focus is on a resolution or developing a strategy for a resolution.

Investigations are provided when the complaint may have merit but the focus is on providing an in depth analysis of the complaint with findings.  
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2011 Responses to Complaints
(120 Total)

Complaint Withdrew
1%

Declined to open a case
6%

Referred to CPT
2%
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All the active cases during 2011.  The majority were case reviews, with 16% being investigations, which is the norm for ombudsman offices.  
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FIndings

Findings are determined in some reviews and all investigations

Validity Designhations

e Merit

* Non Merit

e Both Merit and Non Merit

During 2011 of the cases that were given a validity determination (64), 6%
had merit, 25% had multiple allegations that included both merit and non-
merit determinations, and 69% of the allegations did not have merit.
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Findings are determined in some reviews and all investigations
The designations that we use are merit, non-merit and both for multiple allegations
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Recommendations

Case Specific
Provided when a complaint is determined to have merit

* Modify, cancel or reconsider an action
« Develop a plan to ensure compliance in the future
General Recommendations

Provided quarterly based on observations of recurring issues

* Revise, reconsider, or clarify a policy or practice
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Who Complains...

Complaint Source 2011

e Parents

e Grandparents
* Relatives

* Friends

* Foster Parents/
Caregivers

» Professionals
 Other/Unknown

Professional

Not specified
3%

0,
NOTE: Pursuantto IC 4-13-19-7 (3) except as 3%

necessary to investigate and resolve a complaint,
the identity of the complainant will not be disclosed
without the complainant’ s written consent or a court
order. The complainant is provided the opportunity 3%
to give written consent on the complaint form.

Foster
Parent/ Child
Friend care provider
7%
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Most of our complaints came from parents, followed by grandparents and other relatives


2011 Major Complaint Topics
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DCS case plan; the complainant did not believe that the plan for the child was appropriate
Findings; the complainant disagreed with the substantiation or unsubstantiation
Problems:  communication issues
Safety:  can occur in Intake, Assessment or ongoing.  
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Mission
To effectively respond to complaints concerning DCS actions by providing problem

resolution services and independent case reviews and to provide recommendations to
improve DCS service delivery and promote public confidence

Guiding Principles

A healthy family and supportive community serve the best interest of every child.
*Independence and impartiality characterizes all Bureau practices and procedures.
*All Bureau operations reflect respect for parents’ interest in being good parents and

DCS professionals’ interest in implementing best practice.

Contact Us
DCS Ombudsman Bureau

Indiana Department of Administration
402 W Washington Room W479 )
Indianapolis, Indiana 46204

Local: (317) 234-7361
Toll Free: (877) 682-0101
Fax: (317) 232-3154
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In summary, the mission of the bureau is to respond to complaints concerning DCS ‘s actions by providing independent reviews and resolution services and to provide recommendations to correct the problem and/or to improve the service.  We share DCS’s philosophy that it is in the best interest of every child to reside in a healthy family in a supportive community.  I cannot stress the importance of operating independently and with impartiality, and with respect for the parents’ interest in being good parents and DCS’s interest in doing good work.  I leave you with the contact information for the agency.  

mailto:DCSOmbudsman@idoa.in.gov
http://www.in.gov/IDOA/2610.htm
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