
Quality Improvement Project 

Complaint Investigations – Improve 

completion timeliness of complaints 

• Workgroups map processes and identify

delays and barriers

• Identify best practices

• Implement test phase using

 Plan, Do, Check, Act 



LTC Complaint Investigation Timelines 

SB 75 (Statutes of 2015, Chapter 18) established 
mandatory LTC complaint investigation timelines 
that will be phased in over the next few years: 

• Beginning July 1, 2016, complete IJ-level
complaints within 90 days of receipt.

• Beginning July 1, 2017, complete all LTC
complaints within 90 days of receipt.

• Beginning July 1, 2018, complete all LTC
complaint within 60 days of receipt.

• Beginning July 1, 2016 issue state citations
within 30 days of completing investigation.



Quality Improvement Project: 

Complaints 
The Complaint QI Project team composition: 

• One Field Operations Branch Chief

• One District Manager

• One District Administrator

• Two Health Facility Evaluator Supervisors

• One Health Facility Evaluator Nurse Trainer

• One Health Facility Evaluator Nurse

• One Research Manager

• And one Policy & Procedure Analyst





Complaint Investigations 

Pilot Project – Complaint teams in Riverside 

and San Jose District Offices 

• Timeframe (September 1st thru November 30th)

• Implement test phase using

   Plan, Do, Check, Act 


