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From the Ombudsman 
September 1, 2017 

 

The past year has been a busy one for the Office of Colorado’s Child Protection Ombudsman (CPO). For the past 12 

months, our office has engaged in a rigorous building process. As a new state agency, we embarked upon a long 

journey with our advisory board and stakeholders to develop operating systems that allow us to do the work that 

was envisioned by the Colorado State Legislature — namely, creating a safer, more effective child protection 

system for all Colorado children.  

 

As such, we have spent substantial time developing a robust strategic plan and implementing it. Our statute 

requires us to make recommendations, including systemic changes, to improve the safety of and promote better 

outcomes for children and families receiving child protection services in Colorado. It also requires us to educate 

citizens and stakeholders concerning child maltreatment and the role of the community in strengthening families 

and keeping children safe. 

 

To this end, we developed a number of new systems and resources that allow our agency to begin handling large 

systemic cases while maintaining a high level of service for citizens seeking one-on-one assistance. In Fiscal Year 

2016-2017 we were able to hire an additional child protection systems analyst as well as secure assistance for 

ongoing research. These additional resources will allow the CPO to investigate more systemic issues affecting the 

child protection system. 

 

In addition, we completed the CPO’s new Case Practices and Operating Procedures, that outline how we handle a 

complaint from beginning to end. These policies describe our jurisdiction, the complaint process, the roles of 

parties during an investigation and under what circumstances final case recommendations are issued.  

 

We also developed a clear public reporting process. Our new reporting policy describes, in exact detail, what 

information will be communicated to the public and when. The goal of these initiatives is to ensure that our agency 

is not only accountable to the public but also transparent. These initiatives will create consistent and clear 

communication about what we learn during the course of our work regarding the strengths and weaknesses of our 

child protection system.  

 

Lastly, we created a robust communication process that begins with an enhanced website. In July of this year, we 

launched a new website that contains far greater information than ever before. On this new site, you will find a list 

of our pending investigations, a complete archive of our investigative reports, as well as a list of the CPO’s 

recommendations. We have also added a new feature called CPO Impact. On this page you will be able to track all 

of our work on behalf of children, including what legislation we are following and audio recordings of our 

testimony in the Colorado Legislature.  

 

In summary, the past year was full of hard work. We remain steadfast in our goal to expand the range of services 

that we offer to the public, children and families so that we can prevent child abuse and neglect, improve 

outcomes and create a safer, more transparent child protection system for all Colorado children.  

 

Sincerely, 

 

Stephanie Villafuerte 
 

Child Protection Ombudsman 
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Introduction 

 

 

The Office of Colorado’s Child Protection 

Ombudsman (CPO) was designed to bring change 

through utility. During its six years in operation, the 

CPO has had to be agile.  

 

The charge of studying and improving an ever-

evolving system requires ingenuity and 

thoughtfulness. During its first five years, the CPO 

brought about change on an individual level. 

Primarily working with individual families and 

improving practices one agency, employee or rule at 

a time. This level of service is vital. It ensures that 

families and stakeholders have a confidential and 

effective outlet to air their grievances about the child 

protection system.  

 

During the past year, however, we reexamined our 

practices and our statute. The result was two-fold. 

Through this analysis the CPO created a more 

efficient process for providing individual families 

services. For the first time in the CPO’s history, 

citizens are now connected directly with 

investigators when they file their complaint. 

Streamlining this intake process has decreased the 

amount of time between when a complaint is filed 

and an investigation is completed. This improvement 

was crucial as the CPO also realized that more 

resources and time must be spent in fulfilling a 

second component of our statute – investigating systemic issues within the child protection system and 

issuing recommendations for change. This report will detail the CPO’s efforts during Fiscal Year 2016-

2017 to position itself in a place where more time and resources are dedicated to the study of systemic 

issues within the child protection system and issuing recommendations. Similar to its first five years, the 

CPO’s sixth year was full of thoughtful discussions and innovative thinking. With a new, streamlined 

process and improved tools the CPO is ready to elevate its services to a new level, and as such deliver 

change to more citizens and stakeholders. 

 

CPO Vision 
Ensuring safety for Colorado’s children today and envisioning a stronger child protection system 

for the future.  

 

 

“As a county practitioner, it can be frustrating to 

feel as if we are scrutinized from multiple sources, 

but the reality is that the Child Protection 

Ombudsman's office is one of the few outside 

entities that has an understanding about what we 

are trying to accomplish and shares the same 

overall child protection philosophy.  It is, at times, 

actually reassuring to know that families or other 

professionals may call and have a different, 

impartial voice be able to explain that our actions 

were in accordance with rule or statute.  Despite 

our best efforts, we may be seen as explaining 

away poor performance when things do not go as 

some of those we serve would want things to go.  

 Being able to let people we work with know that 

there is an entity that they can access completely 

unaffiliated with us that will either support what 

we have done or provide us with documentation 

that shows where we may have done something 

incorrectly actually can help us to provide better 

service.  The Child Protection Ombudsman can 

provide an essential function to us in ensuring that 

we, as counties, deliver quality services.” 

County Human Service Partner 



 
 

 

5       

Agency Overview 
 

Background 
The CPO was born out of tragedy. In 2007, the deaths of 12 children known to Colorado child protection 

services sparked an outcry by the public. Citizens demanded greater oversight, accountability and 

transparency of the child protection system in Colorado. The public demanded to know more about how 

the systems charged with protecting Colorado’s children were keeping them safe and working to 

prevent such tragedies in the future.  

 

Senate Bill 10-171 established the office in 2010 and five years later the legislature determined the CPO 

needed independence from the entities it was designed to review. So, on June 2, 2015, Senate Bill 15-

204, Concerning the Independent Functioning of the Office of the Child Protection Ombudsman, was 

signed into law. This legislation positioned the CPO as an independent state agency. As an independent 

agency, the CPO is charged with studying and investigating Colorado’s child protection system, which is 

comprised of “any public agency or any provider that receives public moneys that may adversely affect 

the safety, permanency, or well-being of the child.” See C.R.S. 19-3.3-103(1)(a)(I)(A).  

  

The concept of an ombudsman dates back hundreds of years and is designed to provide citizens with an 

independent, unbiased and trusted intermediary between the public and an organization. In a similar 

fashion, the CPO works to provide a clear channel between the citizens of Colorado and the agencies 

and providers tasked with protecting children. Using those standards, the CPO serves the public by 

independently gathering information, investigating complaints and providing recommendations to child 

protection agencies and providers. 

 

To ensure the accountability and transparency of the CPO and the Ombudsman, the legislature also 

created the Child Protection Ombudsman Board (CPO Board) in 2015. The CPO Board was the first of its 

kind in the nation. By law, the CPO Board is required to oversee the Ombudsman’s performance and act 

as an advisory body on strategic direction and financial oversight of the CPO.  

 

The CPO is now housed within the Colorado State Judicial Branch and is located at the Ralph L. Carr 

Judicial Center in Denver. Colorado’s current Child Protection Ombudsman, Stephanie Villafuerte, was 

appointed in December 2015 by the CPO Board. Ombudsman Villafuerte took office in January 2016.  

 

Mission 
The Office of Colorado’s Child Protection Ombudsman works to improve the safety, permanency and 

well-being of Colorado’s children by investigating complaints, delivering recommendations and driving 

systemic reform in the child protection system. 
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Role of the CPO 
By design, the CPO serves as an independent, neutral problem solver that helps citizens navigate a 

complex child protection system in an expert and timely manner. The CPO has independent access to 

child protection records that are not otherwise available to the public. This allows the CPO to objectively 

review and investigate complaints, deliver recommendations and drive systemic reform through 

research and education. Through objective study the CPO works to improve the delivery of services to 

children and families within the child protection system.  

 

Responsibilities of the CPO 
The CPO was established pursuant to C.R.S. 19-3.3-101. In addition to providing all citizens free and 

confidential services, the CPO provides citizens and stakeholders four primary services. 

 

NAVIGATE – The CPO helps citizens navigate the child protection system and directs them 

towards needed services and resources. Citizens often contact the CPO with questions about 

how a child protection agency/provider functions or which system provides a certain service. If 

the CPO determines that a citizen’s inquiry does not contain a complaint alleging violations by 

an agency/provider, the CPO will help resolve their question by providing either systems 

navigation or a resource referral.  

 

INVESTIGATE – The CPO objectively researches and investigates concerns about the delivery of 

services to children and families within the child protection system. If the CPO determines that a 

complaint about an agency/provider within the child protection system includes allegations that 

rules or laws were violated in the delivery of services to children, the CPO will open an 

investigation. During an investigation CPO staff will conduct a comprehensive, independent 

study of relevant facts, records and witness statements. The CPO’s investigations may include a 

single agency/provider or multiple systems impacting multiple families in Colorado.  

 

ILLUMINATE – The CPO’s work illuminates the strengths and weaknesses within the child 

protection system that are directly impacting the safety, permanency and well-being of children 

and families. By publicly releasing investigation reports, violations and data, the CPO provides 

citizens and stakeholders with the information necessary to maintain a transparent and 

accountable child protection system.  

 

REFORM – The CPO will make recommendations to the public, child protection 

agencies/providers, the General Assembly and the Governor that help reform and improve 

outcomes for children and families.  

 

CPO Staff 
Currently, the CPO is comprised of five full-time employees and two part-time employees. The CPO also 

launched its internship program during Fiscal Year 2016-2017. A graduate student from the University of 

Colorado Denver joined the CPO staff for 11 months while she completed her capstone project.  
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The skills, passions and experiences of each CPO employee creates one of the most unique perspectives 

and approaches for studying the child protection system. 

 

• Stephanie Villafuerte, Child Protection Ombudsman 

Ms. Villafuerte has over 26 years of experience dedicated to the legal and public policy fields in 

the area of child maltreatment. She has worked extensively in state and federal court, the 

legislature and as the executive director of a statewide, nonprofit agency dedicated to serving 

children. In a variety of roles, Ms. Villafuerte has worked to solve the myriad of needs of 

Colorado’s abused and neglected children. Ms. Villafuerte took office in January 2016. 

 

• Sabrina Burbidge, Deputy Ombudsman 

Ms. Burbidge has been working in the areas of public and private child welfare for 23 years. Ms. 

Burbidge has worked within Colorado’s child protection system as a caseworker, supervisor and 

trainer for caseworkers and foster parents. She has served as a subject matter expert at the 

state legislature and has offered training on child welfare specific issues both nationally and 

internationally. Ms. Burbidge joined the CPO in January 2012. 

 

• Jordan Steffen, Communications and Policy Director 

Ms. Steffen worked in the field of journalism, researching and analyzing public policy, law and 

rule as it related to child welfare for six years. Ms. Steffen has spent extensive time researching 

long-standing state policies and practices for preventing child abuse and neglect, and has 

reported extensively on the child protection system. Ms. Steffen joined the CPO in July 2016. 

 

• Melissa Vigil, Child Protection Systems Analyst 

Ms. Vigil has served as a caseworker and lead child protection intake worker within Colorado’s 

public child welfare system for eight years. She has extensive experience providing crisis 

intervention services, as well as investigating allegations of abuse and neglect, with a specialty in 

sexual abuse investigations. Ms. Vigil also has her Master’s Degree in criminology, as well as 

experience within the criminal justice system and local police departments. Ms. Vigil joined the 

CPO in May 2016. 

 

• Caroline Parker, Child Protection Systems Analyst 

Ms. Parker has worked with legislatures across the country to advance policies that protect 

children and families at the state level. Her expertise also extends into areas including family 

economic policy and Title IX compliance on university campuses. Most recently, Ms. Parker 

worked in South Africa developing extra-curricular programs for at-risk high school students. 

Ms. Parker joined the CPO in August 2017.  

 

• Karen Nielsen, Administrative Coordinator 

Ms. Nielsen worked with families within the child welfare system, assisting them with their 

substance abuse treatment needs for 24 years. She has been a member of various committees 

within the child protection system addressing needs for treatment services, as well as offering 

strategies to build a more collaborative system. Ms. Nielsen joined the CPO in March 2013. 
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Staff Flow Chart 

The CPO is comprised of five full-time employees; Ombudsman, Deputy Ombudsman, Communications 

and Policy Director and two and a half Child Protection Systems Analyst. The position of Administrative 

Coordinator is a part-time position. The CPO will fill the second part-time position of Child Protection 

Systems Analyst during the fall of 2017.  
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CPO Jurisdiction 
The CPO receives “complaints concerning child protection services made by, or on behalf of, a child 

relating to any action, inaction, or decision of any public agency or any provider that receives public 

moneys that may adversely affect the safety, permanency, or well-being of a child. The Ombudsman 

may, independently and impartially, investigate and seek resolution of such complaints, which 

resolution may include but need not be limited to, referring a complaint to the state department or 

appropriate agency or entity and making a recommendation for action relating to a complaint.” See 

C.R.S. 19-3.3-103(1)(a)(I)(A). 

 

Some examples of agencies/providers the CPO has jurisdiction to review include: human service 

agencies, youth corrections, law enforcement, educators, medical professionals and treatment 

providers. 

 

Pursuant to C.R.S. 19-3.3-101 to 110, the CPO does not have the authority to: 

• Investigate allegations of abuse and/or neglect. 

• Interfere or intervene in any criminal or civil court proceeding. 

• Review or investigate complaints related to judges, magistrates, attorneys or guardians ad litem. 

• Overturn any court order. 

• Mandate the reversal of an agency/provider decision. 

• Offer legal advice. 

 

CPO Board 
To ensure the accountability and transparency of the CPO and the Ombudsman, the legislature also 

created the CPO Board in 2015. The CPO Board was the first of its kind in the nation. By law, the CPO 

Board is required to oversee the Ombudsman’s performance and act as an advisory body on strategic 

direction and financial oversight of the CPO.  

 

CPO Board Members 

Chief Justice Appointments 

• Hon. Kenneth Plotz, Board Chair 

• Simone Jones, Board Vice Chair  

• Hon. Charles Greenacre 

• Pax Moultrie 
 
Governor Appointments 

• Dee Martinez 

• Karen Beye 

• Constance Lee Linn 

• Vacant 

Senate President Appointment 

• Victoria Shuler 
 
Senate Minority Leader Appointment 

• Peg Rudden 
 
Speaker of the House Appointments 

• Vacant 
 
House Minority Leader Appointment 

• Kyle Forti 
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Our Work 
 

Ombudsmen operate throughout the world, specializing in everything from health care to labor 

relations. In addition to responding to citizens’ concerns, the ombudsman’s role has historically been 

designed to drive systemic change through impartial collaboration, data driven analysis and education. 

They research and investigate problems and provide education to the public and stakeholders on ways 

to solve them. The ombudsman’s effectiveness does not reside in an ability to mandate compliance. 

Instead, it drives reform by illuminating problems within an agency and creates detailed 

recommendations for reform.  

 

As a specialty, child protection ombudsman offices have evolved over the past three decades. There are 

approximately 33 child protection ombudsman offices in the United States – Colorado being one of the 

newest. All of these agencies vary in structure, scope and responsibility. 

 

In Colorado, the CPO serves citizens by helping them navigate the child protection system, investigating 

their complaints, illuminating issues within the child protection system and providing recommendations 

to reform systems. To maintain its impartiality – and in keeping with statute – the CPO will 

independently collect information, records and/or documents from an agency/provider when 

investigating a complaint. If applicable, the CPO will publicly release a report detailing its findings and 

recommendations. 

 

CPO Case Practices 
The CPO previously employed a three-phase system with two different tracks involving varying degrees 

of inquiry. During the past fiscal year, the CPO dedicated a substantial amount of time to improving and 

creating more efficient procedures for handling complaints and completing investigations.  Those efforts 

resulted in a streamlined process. Now, all cases move through the same track, resulting in the CPO 

being able to efficiently handle less complicated cases and devote more time to complex issues.  

 

The CPO’s revised Case Practices and Operating Procedures were fully implemented on July 1, 2017. 

Several of the new policies were put into practice prior to that date. The CPO’s procedure for handling a 

case is detailed below. (A complete copy of the CPO’s Case Practices and Operating Procedures is 

located in Appendix A.)  

 
INTAKE 

All inquiries the CPO receives from contacts are subject to the same intake process. During that 
process, the CPO will gather information from the contact and determine which CPO service is most 
appropriate. If the CPO determines that a resource referral/systems navigation is the appropriate 
service, the CPO will provide the contact with information to help resolve their question. 
 
The CPO will open an investigation if it determines that the inquiry is within the jurisdiction of the 
CPO and alleges an action or inaction by an agency/provider that may have resulted in violation of 
policy and/or law during the delivery of services to children within the child protection system. 
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INVESTIGATION 

The CPO will launch an investigation if a complaint alleges that: 
 

• An agency/provider violated policy and/or law in the delivery of services to children and 
families or; 

• The complaint indicates an absences of policy and/or law within the child protection system.  
 
During an investigation, the CPO staff will complete a comprehensive, independent study of relevant 
facts, records and witnesses’ statements. The CPO staff will study all records collected and may 
contact the agency/provider involved in the investigation and/or schedule a site visit to analyze any 
on-site records as well as conduct interviews of agency/provider staff. 

 

FINDINGS AND RECOMMENDATIONS 

At the conclusion of an investigation, the CPO staff will reach one or more of the following findings: 
 

• Affirmed Agency/Provider Actions 

• Affirmed Agency/Provider Actions with Recommendations 

• Identification of Practice Concerns 

• Absence of Policy 

• Absence of Law 

• Agency/Provider Non-Compliance with Policy 

• Agency/Provider Non-Compliance with Law 
 
*Definitions for each of these findings may be found in the CPO’s Case Practices and Operating 
Procedures, located in Appendix A. 
 
The CPO will issue recommendations pursuant to C.R.S. §19-3.3-103(2)(e), which mandates the CPO 
to, “recommend to the general assembly, the executive director, and any appropriate agency or 
entity statutory, budgetary, regulatory and administrative changes, including systemic changes, to 
improve the safety of and promote better outcomes for children and families receiving child 
protection services in Colorado.”  
 
Each recommendation – a suggestion or 
proposal to improve the child protection 
system – will be a result of a specific 
finding. Multiple recommendations can 
be associated with the same finding. 
Each recommendation will be assigned a 
unique identification number to help 
stakeholders and citizens track the 
recommendation throughout the report 
and on the CPO’s website.                                 Example of CPO Recommendation ID 
 
The CPO will produce and release an investigation report – which includes recommendations – when 
it makes any finding other than Affirmed Agency/Provider Actions. Agency/providers will have an 
opportunity to respond to the findings and recommendations prior to the report being released. 
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Process Flow Chart 

Each contact the CPO receives is evaluated using the process below. 
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Fiscal Year 2016-2017 Recap 
 

Citizens’ Concerns 
During the past three fiscal years, the CPO has seen a steady increase in the number of cases involving 

agencies/providers within the Division of Youth Services (DYS), juvenile justice and mental health 

systems. The number of cases involving systems outside of child welfare was four times higher during 

Fiscal Year 2016-2017, compared to the previous fiscal year. Some examples of those complaints include 

allegations that children with developmental disabilities do not have fair access to mental health 

services. One complainant was concerned that a police officer mishandled an alleged incident of child 

abuse, while a different citizen filed a complaint alleging excessive force was being used in a DYS facility. 

These cases have highlighted the CPO’s need to continue expanding its expertise so it may more 

efficiently handle increasingly diverse complaints.  

 

Additionally, the CPO also experienced an increase in the complexity of cases involving child welfare 

services. Contacts concerning county child welfare departments continue to account for the majority of 

contacts the CPO receives – about 86 percent during Fiscal Year 2016-2017. During the past fiscal year, 

these cases involved a complaint alleging a lack of due process for families when county departments 

determine there is inconclusive evidence to support whether child abuse occurred. In a different 

investigation, the CPO requested a third-party review of a county department’s handling of a report of 

suspected of sexual abuse. The CPO has established an expertise in handling complaints involving child 

welfare services. Still, due to the consistent demand for such services from the CPO, the agency will 

expand its staff in the coming months to ensure there is adequate staff to handle more diverse 

complaints.  

 

Highlights 
The past fiscal year marked the CPO’s first complete fiscal year as an independent state agency. During 

that year, the CPO not only refined its understanding of the demand for services and the resources 

necessary to efficiently serve citizens, it also realized the full potential of the agency and the work 

required to create meaningful change within the child protection system. To meet that demand and 

fulfill that potential, the CPO dedicated countless hours, discussions and resources toward becoming a 

more efficient, transparent and impactful agency. Some of the highlights from Fiscal Year 2016-2017 are 

detailed below. 

 

Systemic Work 
The CPO received 577 contacts during Fiscal Year 2016-2017. While the high demand for one-on-one 

services continues, so does the necessity for the CPO to tackle complex, systemic issues facing the 

child protection system. In August 2017, the CPO opened its first systemic investigation after it 

received a complaint alleging inconsistent negotiations and determinations of adoption assistance 

across Colorado. To date, staff have dedicated hundreds of hours, contacted dozens of agencies and 

reviewed thousands of pages of documents as part of this investigation. The findings and 

recommendations that will be made in this investigation have the potential to greatly improve the 

delivery of services to multiple families by multiple agencies. The CPO expects to release its final 

report and recommendations before the end of the calendar year.  
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As the CPO continues to expand its expertise and study of the child protection system, it also 

continues to identify additional systemic issues affecting the delivery of services to children and 

families. The CPO has implemented policies developed during Fiscal Year 2016-2017 to facilitate 

more systemic investigations. These polices will ensure the CPO is able to collaborate with 

stakeholders and complete independent research to identify concerns both central and peripheral 

to the child protection system.  

 

Streamlined Process 
During Fiscal Year 2016-2017, the CPO implemented several practices designed to increase the 

efficiency in which the CPO handles cases. One of the most predominant changes in practice created 

a direct connection between citizens and investigators. Previously, the CPO would direct all contacts 

to an intake manager. The intake manager would take down information from the contact and then 

assign the information to one of the CPO’s investigators. The CPO eliminated this step by directly 

connecting citizens and stakeholders with investigators when they file their complaint. This allows 

investigators to collect necessary information sooner and decreases the amount of time cases 

remain in the queue. Below are some additional examples of practices the CPO has implemented to 

improve efficiency.  

 

Case Practices – One of the CPO’s biggest achievements in the past fiscal year was the 

completion of its Case Practices and Operating Procedures. CPO staff dedicated months to 

analyzing past procedures and identifying the improvements necessary for the CPO to move 

forward with impactful change. The CPO’s Case Practices and Operating Procedures provide 

guidance for everything from case management to grievance polices. The CPO procedures were 

designed to mimic best practice standards set by the International Ombudsman Association, the 

United States Ombudsman Association and the American Bar Association.  

 

Some examples of improvements include: 

 

• Streamlining procedures for receiving inquiries and complaints about the child 

protection system. 

• Creating clear deadlines and expectations for the agencies/providers the CPO is 

investigating. 

• Standardizing reporting formats, including templates for finalized reports and briefings.    

 

Second Child Protection Systems Analyst – In November 2016, the Colorado General 

Assembly’s Joint Budget Committee (JBC) approved the CPO’s request for funds to hire an 

additional Child Protection Systems Analyst. The CPO filled the position in July 2017. The second 

Child Protection Systems Analyst will help expand the CPO’s expertise beyond the child welfare 

system, including systems such as the DYS, and help handle cases in other areas as well.  

 

New Case Management System – During Fiscal Year 2016-2017, the CPO designed a new web-

based case management system. From start to finish, the new system has improved how the 

CPO manages, tracks and analyzes its cases. Data entry has become more intuitive, staff have 
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more versatility in the way they log case updates and reports more accurately and efficiently 

reflect CPO data. The new case management system launched on July 3, 2017. 

 

Outreach and Education 
The CPO is statutorily required to educate citizens and stakeholders “concerning child maltreatment 

and the role of the community in strengthening families and keeping children safe.” See C.R.S. 19-

3.3-103(2)(c). During the past fiscal year, the CPO worked to identify ways to become more 

accessible to the public and improve the transparency of its work. 

 

New Website – During Fiscal Year 2016-2017, the CPO performed a complete overhaul of its 

website. Functions that were counterintuitive were removed. Information that was buried 

was brought to the front of the website and clearly organized, including the CPO’s 

investigation reports, mandated reports and recommendations. New functions include a 

page that allows visitors to track the CPO’s work at the legislature and learn about outreach 

campaigns. The website was designed to serve citizens and to inform the public with up-to-

date information about the CPO and issues facing the child protection system. The new 

website is a place for citizens and stakeholders to engage in the process of reforming and 

improving the child protection system.  

 

Public Reporting – While revising its Case Practices and Operating Procedures, the CPO 

created public reporting procedures to increase and standardize communications with 

stakeholders and citizens. These procedures were designed to hold the CPO accountable to 

the public and ensure transparency of the CPO’s work. 

 

Public reporting practices the CPO implemented include: 

 

• Public Notifications: After the CPO opens an investigation, a public notification 

of that investigation is posted on the “Pending Cases” page of the CPO’s 

website. The notification includes: the case number, service area, area of 

concern, date the investigation was opened and the status of the investigation. 

This practice allows stakeholders and citizens to track the investigation and 

ensures the CPO completes investigations within the required timeframes.  

• Investigative Briefings: If, through its preliminary research, the CPO determines 

an investigation requires additional study, time and resources, the CPO will 

release an investigative briefing. The investigative briefing will outline why 

additional research is necessary, how the investigation will proceed and provide 

an estimated completion date. Investigative briefings will be posted on the 

“Investigative Briefings” page of the CPO’s website.   

• Investigation Reports: The CPO provides the public and stakeholders any 

recommendations it makes to an agency/provider. The CPO does so by publicly 

releasing its investigation reports. The CPO considers any agency/provider’s 

response and – if appropriate based on the information provided – revises its 

findings and recommendations prior to publicly releasing its investigation 
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report. All investigation reports are posted to the “Investigation Reports” page 

on the CPO’s website. 

• Reporting Templates: To ensure stakeholders and the public have clear 

expectations concerning the CPO’s work, the CPO created standardized 

reporting templates. These templates are used for all public reporting and serve 

as clear guidelines for staff while writing investigative briefings and investigation 

reports. They also provide agency/providers clear instructions about how to 

respond to CPO findings.  

 

Outreach Efforts – To ensure the CPO is meeting its mandate to educate citizens and 

stakeholders about the CPO’s work and issues within the child protection system, staff 

dedicated a substantial amount of time performing outreach across the state during the 

past fiscal year. CPO staff met with a wide variety of stakeholders – including child welfare 

directors and staff, judicial employees and advocates – during group meetings and in one-

on-one settings. A list containing additional outreach and education initiatives by the CPO is 

located in Appendix B. Some examples of the CPO’s outreach include: 

 

• A two-day tour of the agencies and staff that comprise the child protection 

system in the Seventh Judicial District (which incorporates Gunnison, Montrose, 

Delta, Hinsdale, Ouray and San Miguel counties). During this tour, CPO staff met 

with child welfare workers, judges, law enforcement and members of the legal 

community who work within the child protection system. In addition to learning 

about the area, the CPO also provided stakeholders with information about the 

CPO’s services.  

• To mark the first year of the CPO serving as an independent state agency, the 

CPO hosted an open house in January 2017. About 50 members of the child 

protection community – including the Colorado Department of Human Services 

(CDHS), county human service departments, the CDHS’s Administrative Review 

department, legislators and the child protection legal community – attended.  

• The Ombudsman and Deputy Ombudsman provided testimony during the past 

legislative session. They spoke during committee hearings on multiple pieces of 

legislation. The Deputy Ombudsman also gave a presentation at the legislature 

regarding drug endangered children and how to assess their safety. 

• On June 21, 2017, the CPO held its inaugural out-of-town board meeting. The 

CPO used the meeting as an opportunity to host an informational lunch at the 

Morgan County Combined Courts. The CPO heard from stakeholders from 

surrounding county human services departments, the 13th Judicial District 

Attorney’s Office, guardians ad litem and judicial staff about issues affecting 

child protection in northeast Colorado and what role the CPO may play in 

creating change. 

 

Communications and Policy Director – In November 2016, the JBC approved the CPO’s 

request for funds to turn the position of Communications and Policy Director into a full-time 

position. The position was originally created as a part-time role, but during Fiscal Year 2016-
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2017 it became apparent that a full-time staff member was necessary. The full-time position 

will be instrumental in ensuring that the CPO’s new public reporting policies and outreach 

campaigns are implemented properly and administered efficiently. 

 

Office Growth 
Fiscal Year 2016-2017 also marked substantial internal growth for the CPO. In August 2016, the CPO 

moved into its permanent office space at the Ralph Carr Judicial Center in Denver. Staff quickly 

settled into the space, which was designed to allow for additional growth. Vacant space was quickly 

filled as the CPO launched its internship program and retained a contract research assistant.  

 

The CPO worked with the Attorney General’s Office to finalize the CPO Board bylaws, grievance 

policies, document retention policies and fiscal policies. Written evaluations for staff were created 

and the first staff evaluations were completed during fall 2016. The CPO Board also drafted, finalized 

and utilized the written evaluation for the Ombudsman.  

 

In December 2016, the CPO held its second annual staff retreat. During the two-day, in-house 

retreat, staff discussed strategies for advancing the agency and streamlining processes. Many of 

these discussions served as catalysts for the programs implemented during the past fiscal year, 

including the completion of the Case Practices and Operating Procedures, website redesign and new 

case management system. 

 

By the Numbers 

 

CPO Data Analysis  
In order to continue effectively serving Colorado’s citizens, the CPO collects data on how its services are 

being used by the public. During Fiscal Year 2016-2017 the CPO received 577 contacts. This is consistent 

with the number of contacts received during the previous fiscal year – 580 – and represents a 327 

percent increase compared to its first year of operations. (See Figure 1) A chart detailing the contacts 

received during the past fiscal year is located in Appendix C.  
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How Contacts are Received  

The CPO tracks how it receives contacts from 

citizens in an effort to ensure that it is accessible 

to all members of the public. The two most used 

methods for contacting the CPO were by phone 

and by using the online complaint form. Unlike 

previous years, the CPO saw a 3 percent decrease 

in the number of contacts filed via telephone and 

a 7 percent increase in the number of contacts it 

received via the online complaint form. (See 

Figure 2) 

 

 

Who Contacted the CPO 

Since its inception, the citizens who 

contacted the CPO have largely been 

comprised of biological relatives of 

children receiving services from the child 

protection system. That trend continued 

during Fiscal Year 2016-2017. About 67 

percent of the citizens who contacted the 

CPO during the past fiscal year were 

biological parents or grandparents 

concerned about an agency/provider’s 

actions or inactions in providing services 

to children. The CPO has identified foster and adoptive parents, kinship placements, children and 

juveniles, mandated reporters and the child protection legal community as groups of individuals it would 

like to provide more services to. During the past fiscal year, contacts from these groups made up about 

15 percent of the CPO’s total contacts. (See Figure 3) 

 

Budget 
The CPO’s total appropriation for Fiscal Year 2016-2017 was $614,458.  

 

 
 

The internal budget of the CPO functions within the following categorical breakdowns: 

• Legal Services: Expenses related to the utilization of the Attorney General’s Office, such as CPO 

Board development, CORA requests, legal establishment of the CPO’s operating and fiscal policies. 

• Personnel Services: Expenses associated with salaries and benefit packages for employees. 
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• General Operating Fund: General expenses related to the day-to-day functioning of the CPO. 

 

The increase in funds from Fiscal Year 2016-2017 to Fiscal Year 2017-2018 represent a 27 percent 

increase. Figure 8 depicts the total appropriations for each fiscal year the CPO has been in operation, as 

well as the funds the JBC allotted the CPO for Fiscal Year 2017-2018. (See Figure 8) 

 

 
*The reduction in funds between Fiscal Year 2014-2015 and Fiscal Year 2015-2016 was a result of CPO 

becoming an independent agency.  

 

Investigation Reports and Recommendations 

Since its inception, the CPO has issued 219 recommendations to agencies/providers. Recommendations 

are one of the most critical services the CPO provides the public, as they help to improve the child 

protection system on all levels. To date, the CPO has issued recommendations for improvement to 

county child welfare departments, the CDHS, mental health providers, hospitals and law enforcement. In 

all but one recorded instance, recommendations sent to the county child welfare departments have 

been acknowledged.  

 

The majority of recommendations issued by the CPO during Fiscal Year 2016-2017 involved additional or 

ongoing training for county child welfare department staff and supervisors. This trend is consistent with 

the recommendations the CPO issued during the previous fiscal year. Some training recommendations 

include providing staff guidance on state rules and state laws regarding when county child welfare 

departments are required to assign a caseworker to assess reports of child abuse or neglect. Additional 

examples include a recommendation that a county child welfare department supervisor provide a 

caseworker with training on accurately documenting their cases, and a recommendation that staff be 

trained on rules dictating how often they have face-to-face contact with children who are placed outside 

of their homes.  

 

The CPO also issued recommendations that a county child welfare department review its internal polices 

for notifying caseworkers, guardians ad litem and parents when a report of child abuse is made in a 

case. At the time of this annual report’s submission, the CPO had issued 13 recommendations in three 

completed investigation reports. (Complete copies of these investigation reports may be found in 

Appendix D.) Prior to the close of Fiscal Year 2016-2017, the CPO opened five additional investigations 

involving four agencies/providers. The CPO expects those investigation reports and additional 

recommendations to be completed by the end of September 2017. 

 

During the past fiscal year, the CPO developed policies to more consistently and efficiently communicate 

its recommendations with citizens and stakeholders. Those policies have since been implemented. One 

of the practices implemented is housing all of the CPO’s recommendations in a central location on the 

CPO’s website. This page allows visitors to quickly look up recommendations by year and agency, as well 

as track the recommendation back to the investigation it was developed from. The CPO now assigns a 
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unique identification number to each recommendation, which allows the CPO and the public to analyze 

whether there are any trends developing.  
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Moving Forward 
 

During the past fiscal year, the CPO focused a substantial amount of attention and effort establishing 

strong practices. The CPO has now fully implemented these practices. To ensure those practices position 

the CPO in a place where it has the necessary resources and processes to handle large systemic cases, 

while maintaining a high quality of services for citizens seeking one-on-one assistance, the CPO has 

developed the three goals listed below. As is required under the State Measurement for Accountable, 

Responsive and Transparent Government Reports Act (See C.R.S. 2-7-204), the CPO submitted its Fiscal 

Year 2017-2018 Performance Plan on June 21, 2017. The following goals were developed using the 

guidelines of the SMART Act and are designed to ensure the CPO is moving toward improvement on a 

continual basis. A complete copy of the CPO’s Performance Plan is available on the “Informational 

Reports” page of the CPO’s website.  

 

Outreach and Education 
The CPO will work to improve communication methods and increase outreach campaigns to better 

educate and engage citizens and stakeholders about issues facing the child protection system. To ensure 

the CPO is meeting its mandate of educating citizens and stakeholders, it will create more consistent, 

timely and informative methods of communicating the CPO’s work. This includes issuing quarterly 

reports and improving communication with legislators concerning issues the CPO has identified within 

the child protection system. The CPO will also work to expand its outreach efforts by increasing its 

engagement with rural communities and improving accessibility for Spanish-speaking communities.  

 

Efficiency 
During Fiscal Year 2017-2018, the CPO will use new practices that ensure the CPO manages its caseload 

efficiently and effectively, allotting staff the necessary time and resources to investigate systemic 

concerns. One of the ways the CPO will increase the amount of time it dedicates to systemic cases, 

without lessening the quality of service provided to individuals, is utilizing data to identify trends in the 

child protection system to launch investigations sooner.  

 

Systemic Reform 
The CPO will increase the expertise and resources needed to investigate and research systemic issues 

within the child protection system. In addition to streamlining its processes, the CPO will expand its 

expertise and resources to ensure the CPO is fulfilling its mandated charge of investigating systemic 

issues and driving reform across the child protection system. Additionally, the CPO is developing a 

system to improve how the agency tracks and analyzes its recommendations to agencies/providers. 

 

 

 

 

 

 

 

 



 
 

 

22       

Conclusion 
 

The CPO serves a unique and vital role in improving and bolstering the systems designed to keep 

Colorado children and families safe. However, as this agency continues moving forward, there is always 

room to improve and expand our own processes and services. Protecting children is an ever-evolving 

charge, and one the CPO does not take lightly. The CPO recognizes and appreciates that it is one of many 

entities dedicated to improving the lives of children and the systems that protect them. As this agency 

continues its work, it will continue searching for new ways to work with and serve stakeholders, 

legislators and citizens working toward the same goal. We look forward to working with members of the 

child protection community and with citizens, to ensure a stronger protection system for the future. 

 

The CPO respectfully submits this report to the Governor, Chief Justice, CPO Board and the General 

Assembly, as is required under C.R.S. 19-3.3-108.  
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Definitions 
The terms and phrases listed below will be used throughout this document to help explain the 
Office of Colorado’s Child Protection Ombudsman’s (CPO) case practices and operating 
procedures.  

Absence of Law 
An investigation will conclude with this finding if the CPO identifies deficits in law governing the 
functions of an agency/provider within the child protection system.  
 
Absence of Policy 
An investigation will conclude with this finding if the CPO identifies deficits in policy governing 
the functions of an agency/provider within the child protection system.  
 
Affirmed Agency/Provider Actions:  
This finding means the CPO found no policy and/or law compliance violations by an 
agency/provider as they relate to the complaint.  
 
Affirmed Agency/Provider Actions with Recommendations:   
This finding indicates that the agency/provider did not violate policy and/or law, but the CPO 
determines there are areas of practice that could be improved upon to ensure the highest level 
of service delivery to a child or family. In this instance, the CPO will make recommendations to 
the agency/provider. 
 
Agency/Provider:  
Any public agency/provider within the child protection system that “receives public moneys” 
and is responsible for providing services that impact the “safety, permanency, or well-being of 
the child.” See C.R.S. §19-3.3-103(1)(a)(I)(A). 
 
Agency/Provider Non-Compliance with Law:  
This finding indicates that the agency/provider failed to follow state and/or federal child 
protection law.  
 
Agency/Provider Non-Compliance with Policy:   
This finding indicates that the agency/provider failed to follow policies regulating their practice 
in delivering services within the child protection system. 
 
CMS (Case Management System):   
The CPO maintains an internal case management system. This database includes all records 
related to the CPO’s handling of citizens’ inquires and investigations.   
 
Case Number: 
Every inquiry received by the CPO will be assigned a unique identifying number in the CMS. 
Citizens may use the identifying number to locate case information on the CPO website. 
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Child Protection System: 
Per Colorado Revised Statute §19-3.3-103(1)(a)(I)(A), Colorado’s child protection system is 
comprised of “any public agency or any provider that receives public moneys that may adversely 
affect the safety, permanency, or well-being of the child.”  
 
Closed Lack of Information: 
This finding indicates that the contact did not provide the CPO with sufficient information to 
proceed. 
 
Closed Per Contact: 
This finding is issued when a contact withdraws their inquiry and requests that the CPO take no 
further action. 
 
Complaint:  
An alleged action or inaction by an agency/provider that may have resulted in violation of policy 
and/or law in the delivery of services to children and families within the child protection 
system. 
 
Complainant:       
Any individual alleging an action and/or inaction by an agency/provider that may have resulted 
in violation of policy and/or law in the delivery of services to children and families within the 
child protection system. 
 
Contact: 
Any individual who engages the CPO with an inquiry about the child protection system. A 
contact becomes a complainant if the CPO determines their inquiry meets the definition of a 
complaint.   
 
CPO (Office of Colorado’s Child Protection Ombudsman): 
The Office of Colorado’s Child Protection Ombudsman will be referred to as the CPO. The CPO 
denotes the agency as a whole and does not refer to an individual employee.  
 
Duplicate Inquiry: 
If a contact makes repeated inquires to the CPO and the CPO has previously resolved the 
inquiry or investigation, the CPO will issue this finding and close the inquiry without further 
services. 
 
Evidence:  
The available body of facts or information that support the CPO’s finding(s) in an investigation.  
 
Finding:  
A determination made by the CPO at the conclusion of an inquiry or investigation. 
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Identification of Practice Concerns:  
This finding indicates that the CPO identified practice(s) within an agency/provider’s handling of 
a case which negatively affect the delivery of services to children and families. These concerns 
do not violate policy and/or laws.  
 
Inquiry:  
A concern or question about the child protection system. 
 
Intake:  
All inquires the CPO receives from contacts will be subject to an intake process. During that 
process the CPO will gather information from the contact and determine which CPO service will 
be most beneficial in addressing their concern or question.  
 
Investigation: 
A comprehensive, independent study of relevant facts, records and witnesses’ statements will 
be initiated after the CPO receives a complaint alleging that an agency/provider has violated 
policy and/or law in the delivery of services to children and families within the child protection 
system. 
 
Investigative Briefing: 
When the CPO identifies an investigation that requires additional study, time and resources, the 
CPO will release a report outlining why additional research is necessary, how the investigation 
will proceed and an estimated completion date.  (See Policy 6.102 Investigative Briefing). 
 
Investigation Report:  
If, at the conclusion of the investigation, the CPO makes any finding other than affirming the 
actions of the agency/provider the CPO will complete and release a report. Details about the 
investigation report may be found in Policy 6.200 .  
 
Ombudsman: 
The term Ombudsman refers to the head of the CPO who is responsible for the implementation 
and execution of these practices and procedures. 
 
Ombudsman Discretion: 
The Ombudsman, or his/her designee, has the authority to determine what service, if any, will 
be provided to a contact. The reasons for declination of services by the Ombudsman will be 
documented in the CPO case management system. 
 
Recommendation:   
A suggestion or proposal, “to improve the safety of and promote better outcomes for children 
and families receiving child protection services in Colorado.” See C.R.S. §19-3.3-103(2)(e). 
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Resource Referral/System Navigation:  
Services provided to a contact during the CPO’s intake process that provides them with 
information to help resolve their questions or concerns regarding the child protection system. 
 
Staffing:  
A comprehensive analysis by the CPO staff in which details of an inquiry are presented. During 
this process the Ombudsman, or his/her designee, will assess any action needed and assign 
appropriate staff to the case. If the CPO does not open an investigation, staff will not be 
assigned. 
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Introduction 
 
This document outlines general operating policies and procedures to guide the operations of 
the Office of Colorado’s Child Protection Ombudsman (CPO). 

In writing its procedures, the CPO completed a thorough study of policies and procedures 
practiced by child protection ombudsmen across the country and the world. CPO procedures 
were designed to mimic best practice standards set by the International Ombudsman 
Association, the United States Ombudsman Association and the American Bar Association.  

These case practices and operating procedures have been developed to ensure that the 
Ombudsman is able to execute the functions and responsibilities of the CPO as mandated in 
statute.  

1.000 Contacting the Office of Colorado’s Child Protection Ombudsman 
 
The business hours of the CPO are 8:00 a.m. to 5:00 p.m., Monday through Friday, excluding 
state holidays. 
 
The CPO can be contacted in the following ways: 
 
Mail:    Office of Colorado’s Child Protection Ombudsman 
 1300 Broadway, Suite 430 
 Denver, Colorado 80203 
 
Email:  Info@coloradocpo.org 
 
Phone:  720-625-8640 
 
Online Complaint Form:  www.coloradocpo.org  
 
Upon receipt of an email, letter or telephone message, CPO staff will respond within two 
business days.  
 
In person appointments:  Due to security restrictions at the Ralph L. Carr Judicial Center, the 
CPO is unable to meet with complainants in person. 
  

mailto:Info@coloradocpo.org
http://www.coloradocpo.org/
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1.100 Role of the Ombudsman 
 
By design, the Office of Colorado’s Child Protection Ombudsman (CPO) serves as an 
independent, neutral problem solver that helps citizens navigate a complex child protection 
system in an expert and timely manner. The Ombudsman has independent access to child 
protection records that are not otherwise available to the public. This allows the CPO to 
objectively review and investigate complaints, deliver recommendations and drive systemic 
reform through research and education. Through objective study the CPO works to improve the 
delivery of services to children and families within the child protection system.  

1.200  Responsibilities of the CPO  
 
The CPO was established pursuant to C.R.S. §19-3.3-101. The CPO’s primary duties include: 

• Provide citizens free and confidential services. 

• Help citizens navigate the child protection system and direct them towards needed 

services and resources. 

• Objectively research and investigate concerns about the delivery of services to children 

and families within the child protection system.  

• Illuminate the strengths and weaknesses within the child protection system that are 

directly impacting the safety, permanency and well-being of children and families.  

• Make recommendations to the public, child protection agencies/providers, the General 

Assembly and the Governor that help reform and improve outcomes for children and 

families.  

1.300 CPO Jurisdiction 
 
The CPO receives “complaints concerning child protection services made by, or on behalf of, a 
child relating to any action, inaction, or decision of any public agency or any provider that 
receives public moneys that may adversely affect the safety, permanency, or well-being of a 
child. The ombudsman may, independently and impartially, investigate and seek resolution of 
such complaints, which resolution may include, but need not be limited to, referring a complaint 
to the state department or appropriate agency or entity and making a recommendation for 
action relating to a complaint.” See C.R.S. §19-3.3-103(1)(a)(I)(A). 

Examples of agency/providers the CPO has jurisdiction to review include: human services 
agencies, youth corrections, law enforcement, educators, medical professionals and treatment 
providers. 

Pursuant to C.R.S. §19-3.3-101 to 110, the CPO does not have the authority to: 

• Investigate allegations of abuse and/or neglect. 

• Interfere or intervene in any criminal or civil court proceeding. 

• Review or investigate complaints related to judges, magistrates, attorneys or guardians 
ad litem. 
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• Overturn any court order. 

• Mandate the reversal of an agency/provider decision. 

• Offer legal advice. 

1.400 CPO Complaint Process 
This chart may be used as a reference for Policies 2.000 through 5.000, which detail case 
process and resolution. 
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2.000 Intake 
 
All inquiries the CPO receives from contacts will be subject to an intake process. During that 
process, the CPO will gather information from the contact and determine which CPO service is 
most appropriate. All information will be entered into the CMS. 

Per the discretion of the Ombudsman, or his/her designee, assignment of inquiries will be 
prioritized based on the individual circumstances of the inquiry.  

At the conclusion of the intake process, if the CPO determines that a resource referral/systems 
navigation is the appropriate service, the CPO will provide the contact with information to help 
resolve their question or inquiry regarding the child protection system. The CPO will document 
the resource referral/system navigation in the CMS. 

The CPO may conclude the intake process without providing a resource referral/service 
navigation or investigation for one of the following reasons: 

• Lack of information from the contact 

• The contact withdraws their inquiry 

• Duplicate inquiry  

• Ombudsman discretion 
 
At the conclusion of the intake process, if the CPO determines that the information provided by 
the contact is within the jurisdiction of the CPO and the inquiry meets the definition of a 
complaint an investigation will be initiated.  

3.000  Investigation 
 
The CPO will initiate a comprehensive, independent study of relevant facts, records and 
witnesses’ statements when issues raised in a complaint involve allegations that: 
 

• An agency/provider violated policy and/or law in the delivery of services to children and 
families and/or; 

• The CPO identifies an absence of policy and/or law within the child protection system.  

• The CPO identifies practice(s) within an agency/provider’s handling of a case which 
negatively affect the delivery of services to children and families. These concerns do not 
violate policy and/or laws.  

 
The Ombudsman or his/her designee will assign CPO staff members to the investigation. Staff 
assignments will be entered into the CMS and approved by the Ombudsman or his/her 
designee. 

The CPO will provide the complainant with written notification that:  

• An investigation has been opened. 
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• The name and contact information of the CPO staff member(s) assigned to the 
investigation.  

• The estimated length of the investigation. (See Policy 3.200 Investigation Length) 

The CPO will notify the agency/provider that: 

• An investigation has been opened. 

• Public notification of the investigation will be posted to the CPO website. (See Policy 
6.101 Public Notification) 

The complainant will also be encouraged to keep the CPO informed of any new information 
that may affect the investigation.  

To maintain its impartiality – and in keeping with statute – the CPO will independently collect 
information, records and/or documents from an agency/provider when reviewing and/or 
investigating a complaint. “In investigating a complaint, the ombudsman shall have the 
authority to request and review any information, records, or documents, including records of 
third parties, that the ombudsman deems necessary to conduct a thorough and independent 
review of a complaint so long as either the state department or a county department would be 
entitled to access or receive such information, records, or documents.” See C.R.S. §19-3.3-
103(1)(a)(II)(A). The CPO will incur reasonable expenses to photocopy relevant records.   
 
The assigned CPO staff members will conduct a comprehensive and independent study of all 
records collected and may contact the agency/provider involved in the investigation and/or 
schedule a site visit to analyze any on-site records, as well as conduct interviews of 
agency/provider staff.  
 
To ensure the integrity of the investigation, CPO staff members will submit all questions to the 
agency/provider involved in the investigation in writing via email. The CPO will require any 
response provided by an agency/provider to be submitted in writing via email.  
 
All documents received from an agency/provider, or supplied by the complainant, will be 
scanned and electronically stored within the CMS.  
 
At the conclusion of an investigation, the CPO may issue recommendations to the 
agency/provider. (See Policy 7.102 Recommendations) 
 

3.100 Role of Agency/Provider During Investigation 
 
An agency/provider involved in an investigation may expect the following: 
 

• The CPO will submit all requests for information, documents or records to the 
agency/provider in writing via email. The CPO will require any response provided by an 
agency/provider to be submitted in writing via email.   
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• Prior to releasing its investigation report – including recommendations and findings – 
the agency/provider will be:  

o Provided a copy of the CPO’s investigation report prior to its public release. 
o Given 10 business days to respond to any CPO findings and/or 

recommendations. All agency/provider’s response must be submitted in writing 
via email. 

o Advised that the CPO’s findings, recommendations and the agency/provider’s 
response will be made public through the release of its investigation reports. 
(See Policy 6.200 Investigation Report) 
 

• The CPO will consider any agency/provider’s response and – if appropriate based on the 
information provided – revise its findings and recommendations prior to publicly 
releasing its investigation report. 

 

3.200 Investigation Length 
 
It is the goal of the CPO to provide a timely response to all investigations. The length of time for 
an investigation to be completed will vary depending on internal CPO resources, the complexity 
of the issues, the length of time for outside reports to be obtained and, in some instances, for 
criminal or civil legal proceedings to be completed.  

Investigations are generally completed within 60 business days from the staffing date. Any 
delay outside of the above timeframes will be documented in the CMS and approved by the 
Ombudsman. The complainant and any relevant agency/provider will also be provided with 
written notification of any delay and expected completion date.  

3.300 Investigation Conclusions 
 
At the conclusion of an investigation, the CPO staff will reach one or more of the following 
findings (See Definitions): 

• Affirmed Agency/Provider Actions  

• Affirmed Agency/Provider Actions with Recommendations 

• Identification of Practice Concerns 

• Absence of Policy 

• Absence of Law 

• Agency/Provider Non-Compliance with Law 

• Agency/Provider Non-Compliance with Policy 

If the CPO affirms an agency/provider’s actions, the CPO will provide the complainant a written 
summary of the CPO’s findings. In instances where the complainant is the legal guardian or 
custodian, the CPO will provide an explanation of the facts which led to the decision made by 
the CPO. In instances where the complainant is not the legal guardian and/or custodian, limited 
information will be provided due to state and federal confidentiality laws pursuant to C.R.S. 
§19-3.3-103(III)(3). (See Policy 12.000 Confidentiality)  
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The CPO will produce and release an investigation report – to include recommendations – when 
a finding is made other than Affirmed Agency/Provider Actions. (See Policy 6.200 Investigation 
Reports) 

If the CPO issues an investigation report, the complainant will be provided with a copy. 

The Ombudsman may terminate an investigation at any time if the information presented no 
longer meets the criteria for an investigation as defined in Policy 3.000. This action will be 
documented in the CMS. If an investigation is terminated, a written explanation for the decision 
will be provided to the complainant, agency/provider, and all other relevant parties. 

4.000 CPO Document Requests to Outside Agencies or Providers 
 
Pursuant to C.R.S. §19-3.3-103(a)(II)(A), “In investigating a complaint, the ombudsman shall 
have the authority to request and review any information, records, or documents, including 
records of third parties, that the ombudsman deems necessary to conduct a thorough and 
independent review of a complaint so long as either the state department or a county 
department would be entitled to access or receive such information, records, or documents.” 
When requesting records from an outside entity or agency, the CPO staff will submit a written 
request for records to the agency or entity that clearly defines the records needed.   
 
If the CPO requests access to records, the CPO will submit a written request.  
 
The CPO staff will limit their request for records to those that are related to the complaint or 
relevant to the circumstance surrounding the complaint which is under investigation. The CPO 
will also incur reasonable costs for the photocopying of all files.  

5.000 CPO Recommendations  
 
The CPO will issue recommendations pursuant to C.R.S. §19-3.3-103(2)(e), which mandates the 
CPO to, “recommend to the general assembly, the executive director, and any appropriate 
agency or entity statutory, budgetary, regulatory and administrative changes, including 
systemic changes, to improve the safety of and promote better outcomes for children and 
families receiving child protection services in Colorado.” 

6.000 Public Reporting 
 
The CPO will provide citizens with clear and consistent reports detailing the CPO’s findings and 
recommendations to agencies/providers within the child protection system. Policies 6.000 
through 7.102 detail the CPO’s practice of releasing information. Below is a reference chart for 
the CPO’s public reporting.  
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CPO PROCESS CPO ACTION PUBLIC REPORTING TYPE 

INTAKE The CPO resolves the 
inquiry. 

YES 
 

CPO Dashboard 
(See Policy 7.101) 

INVESTIGATION CPO opens an 
investigation. 

YES 
 

Public Notification 
(See Policy 6.101) 

 The CPO identifies an 
investigation that requires 
additional study, time and 
resources.   

YES 
 

Investigative Briefing 
(See Policy 6.102) 

FINDINGS Affirmed Agency/Provider 
Actions 

YES 
 

CPO Dashboard 
(See Policy 7.101) 

 • Affirmed with 
Recommendations 

• Identification of Practice 
Concerns 

• Absence of Policy 

• Absence of Law 

• Agency/Provider Non-
Compliance with Policy 

• Agency/Provider Non-
Compliance with Law 

YES 
 

Investigation Report 
(See Policy 6.200) 

 
CPO Dashboard 

(See Policy 7.101) 

 

6.100 Case Announcements 
 
To hold the CPO accountable to the public and ensure transparency of the CPO’s work, the CPO 
will make information concerning all pending investigations available to the public through its 
website.  

The CPO will communicate information about pending investigations in two ways: 

• Public Notifications 

• Investigative Briefings 
 

6.101 Public Notifications 
 

After the CPO opens an investigation, a public notification of that investigation will be posted 
on the “Pending Cases” page of the CPO’s website. Each investigation will be identified on the 
“Pending Cases” page by a unique case number.  

 
Each public notification will include:  

 

• The case number 

• Service Area  
o Human Services 
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o Law Enforcement 
o Mental Health 
o Division of Youth Services 
o Judicial 
o Community Agencies 
o Other 

• Area of concern 
o Sufficiency of Response 
o Assessment of Needed Services 
o Service Delivery 
o Other 

• Status 

• Date the CPO opened the investigation  
 

Below is an example of a public notification: 

Case Number Service Area Area of Concern  Status Date Investigation 
Opened 

2017-XXXX Example Service Area Example of Area of 
Concern 

Example Status X/XX/2017 

 

Once the CPO completes the investigation, the status on the public notification will be changed 
from “Ongoing” to “Completed.” After the status is changed to “Completed,” the public 
notification will remain on the “Pending Cases” page on the CPO’s website for 10 business days. 
If the CPO issues recommendations at the conclusion of an investigation, the investigation 
report will be posted on the “Investigation Reports” page of the CPO website.  

6.102 Investigative Briefing 
 
If, through its preliminary research, the CPO determines an investigation requires additional 
study, time and resources, the CPO will release an investigative briefing outlining why 
additional research is necessary, how the investigation will proceed and an estimated 
completion date.  The investigative briefing is designed to act as a mechanism to hold the CPO 
accountable to the public and ensure transparency of the CPO’s work. The investigative briefing 
will outline why an investigation is warranted, how the investigation will proceed and an 
estimated completion date.   

The investigative briefing will be completed and released no more than 60 business days after 
the investigation was staffed.  

Each investigative briefing will include: 

• Case number 

• Service Area 
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• Summary of the complaint 

• Summary of preliminary research  

• Summary of the CPO’s decision to open an investigation 

• Next steps by the CPO 

• Estimated length of the investigation and reasoning 
 

Investigative briefings will be posted on the “Investigative Briefings” page of the CPO’s website. 
A link to the investigative briefing will also be posted with the corresponding case on the 
“Pending Cases” page.  

If the CPO determines it will not be able to meet the timeline set forth in the investigative 
briefing, the CPO will produce and release an updated investigative briefing explaining the 
reasons for the delay and will provide a new estimated date for completion.  

Once an investigation is completed, the investigative briefing will be included in the appendix of 
the final investigation report.  

6.200 Investigation Reports 
 
In meeting its statutory requirements to “improve accountability and transparency in the child 
protection system and promote better outcomes for children and families involved in the child 
protection system,” as stated in C.R.S. §19-3.3-101(2)(a), the CPO will provide the public and 
stakeholders any recommendations it makes to an agency/provider. The CPO will do so by 
publicly releasing its investigation reports.  

In absence of a finding of affirmed agency/provider’s actions, the CPO will complete and 
publicly release an investigation report.   

If the CPO issues findings and recommendations to an agency/provider, a copy of the CPO’s 
investigation report will be provided to the agency/provider prior to the report’s public release. 
The agency/provider will have 10 business days to respond to any CPO findings and/or 
recommendations. All agency/provider’s responses must be submitted in writing via email. Any 
response provided to the CPO will be included in the investigation report.  

The CPO will consider any agency/provider’s response and – if appropriate based on the 
information provided – revise its findings and recommendations prior to publicly releasing its 
investigation report.  

Each investigation report will include: 

• Executive Summary 

• Relevant agency/provider 

• Summary of the complaint 

• Investigation summary 

• Conclusion 

• Findings and Recommendations 
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• Recommendation summary 

• Agency/Provider Response 
 

All investigation reports will be posted to the “Investigation Reports” page on the CPO’s 
website.  

In determining the release of any information, the “ombudsman, employees of the office and 
any persons acting on behalf of the office shall comply with all state and federal confidentiality 
laws that govern the state department or a county department with respect to the treatment of 
confidential information or records and the disclosure of such information and records,” as 
stated in C.R.S. §19-3.3-103(3). These laws include, but are not limited to, the Colorado 
Children’s Code, CAPTA, HIPPA and FERPA. 

7.000 Data Collection 
 
The CPO records all actions taken during the life of a case in the CMS.  
 

7.100 CPO Dashboard 
 
The CPO will maintain an interactive “Dashboard” page on its website. The “Dashboard” will 
serve as an information portal for stakeholders and citizens. Users will have the ability to search 
and sort CPO data. Data sets and recommendations will be updated monthly. 

7.101 Monthly Updates 
 

Using data documented in the CMS, the CPO will update the “Dashboard” during the first week 
of every month.  
 
At a minimum, the “Dashboard” will include monthly updates of the following: 

• Number of inquiries received 

• Number of resource referrals/system navigations provided 

• Number of complaints identified by the CPO 

• Number of investigations opened 

• Number of investigations closed 

• Summary of dispositions for each closed investigation 
o Any CPO findings of affirmed agency/provider actions 
o Any CPO findings of policy and/or law violations and the corresponding 
agency/provider 
o Any CPO absence of law and/or policy identified by the CPO 
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7.102 Recommendations 
 
The CPO’s website will also include a running list of all CPO recommendations. The list will be 
updated during the first week of every month. 
 
Each recommendation listed will include: 

• Case number 

• Recommendation tracking number  

• Date the CPO issued the recommendation  

• Full-text of the CPO’s recommendation  

• Agency/provider that received the recommendation 

• Agency/provider’s response (if applicable) 
 

Below is an example of a recommendation on the “Recommendations” page: 

Case Number Recommendation 
Number 

Date Issued Agency/Provider Recommendation Agency/Provider 
Response 

2017-XXXX 2017-XXXX-F1(R1) XX/XX/2017 Example 
Agency/Provider 

Full text of 
recommendation. 

Agree/Disagree/ 
Partially Agree  

 

In determining the release of any information, the “ombudsman, employees of the office and 
any persons acting on behalf of the office shall comply with all state and federal confidentiality 
laws that govern the state department or a county department with respect to the treatment of 
confidential information or records and the disclosure of such information and records,” as 
stated in C.R.S. §19-3.3-103(3). These laws include, but are not limited to, the Colorado 
Children’s Code, CAPTA, HIPPA and FERPA. 

8.000 CPO Informational Reports 
 
To ensure the CPO is effectively meeting its mandate to “educate the public concerning child 
maltreatment and the role of the community in strengthening families and keeping children 
safe,” as stated in C.R.S. §19-3.3-103(2)(c), the CPO must provide citizens with a consistent and 
timely flow of information about issues within the child protection system and the overall 
functioning of the CPO.  

The CPO will do this through the scheduled release of the following informational reports:  

• Annual Report: Per C.R.S. §19-3.3-108, will be submitted on September 1 of every year.  

• State Measurement for Accountable, Responsive and Transparent (SMART) Government 
Act: Per C.R.S. §2-7-201 to 207. 

• Quarterly Reports 
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Each report will be released and posted on the “Informational Reports” page of the CPO’s 
website. 
 

9.000 Open Meetings Laws 
 
All CPO board meetings are open to the public pursuant to C.R.S. §24-6-401 to 402. 

10.000 Colorado Open Records Act (CORA) 
 
The CPO is committed to transparency. The CPO is subject to the CORA (C.R.S. §24-72- 201 to 
206) and in accordance with the provisions outlined in C.R.S. § 19-3.3-103(1)(a)(I)(B). In 
adhering to this Act, the CPO will comply with all state and federal confidentiality laws with 
respect to the treatment of confidential information or records and the disclosure of such 
information and records.  

10.100 Procedures for Handling Record Requests 
 
All records requests submitted to the CPO by mail, courier or email shall be immediately 

provided to the Ombudsman. The Ombudsman will approve all responses to the CORA except in 

extraordinary circumstances he/she will authorize a designee. 

The CPO will accept only records requests made in writing or electronically via email. Records 

request made via social media shall not be accepted and must be resubmitted. Record requests 

or requestors that cite the Freedom of Information Act (FOIA) will be treated as though they 

were made pursuant to the CORA. 

When responding to a records request, the CPO shall make every effort to respond within three 

business days, as is required by C.R.S §24-72-203(3)(b). A request is received the day an email 

or letter containing the request is opened. The three-business day response time begins the 

first business day following receipt of the request. A request received after noon on any day the 

CPO is officially closed will be considered received as of the following business day.  

No employee of the CPO may modify, redact or omit any records they are required to provide, 

pursuant to this policy, to the Ombudsman or his or her designee handling the request. Staff 

should never assume a document is exempt and should always consult the Ombudsman before 

making a final determination. Redactions and decisions about whether a record falls under an 

exemption to the CORA will be made by the Ombudsman in consultation with the Colorado 

Attorney General’s Office.  

When feasible, the CPO will endeavor to provide electronic copies of files to requestors if such 

alternative is significantly less burdensome to provide than paper copies. When responsive 

records cannot be easily or cost effectively provided electronically to a requestor, the CPO will 

work with the requestor to schedule a time to inspect the records in person. The CPO is open 

from 8 a.m. to 5 p.m., Monday through Friday, except state holidays. The Ombudsman may 
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grant exceptions where the CPO, requestor or the records produced require special 

accommodations. 

When a requestor (either an individual or organization) has an overdue balance for completing 

a prior request to the CPO, work on a new CORA request will not begin until the overdue bill is 

paid in full.  

10.200 Fees 
 
When a request requires the production of more than 25 pages of documents or more than one 

hour of staff time to locate or produce the records, the CPO will charge the requestor for all 

copying expenses and for staff time in accordance with C.R.S. §24-72-205(5)(a) and applicable 

law. 

Any cost charged to a requestor shall not exceed the actual cost of producing the records, in 

accordance with C.R.S. §24-72-205(5)(a) and applicable law.  

For requests where the CPO anticipates more than 25 pages will be produced and/or more than 
one hour of staff time will be consumed, the CPO will provide a requestor with advance notice 
and an estimate of compliance costs. Such costs must be paid in full before the production of 
records unless alternative arrangements have been made through the Ombudsman. 

10.300 Production of Documents 
 
When the number of pages produced in response to a records request exceeds 25 pages, the 

CPO will charge $0.25 per page for all documents copied. 

When researching the location of a document, retrieving or producing records consumes more 

than one hour of staff time, the CPO shall charge $20 an hour for all staff time. An hourly rate 

not to exceed $30 an hour when specialized document production or specialized skills are 

required to fully comply with a records request. In extraordinary circumstance, the use of a 

third-party contractor may be necessary and will be discussed with the requestor in advance.  

By policy of the CPO, the requestor shall also be charged $30 an hour for time spent by an 

attorney engaged in the practice of law directly related to a records request, including but not 

limited to, the review of documents for privilege or other exemptions to production; document 

redaction; creation of documents that articulate the privileged nature of the requested 

documents or conducting CORA related legal research. 

Payment is due within 30 calendar days of the invoice date. Past due amounts will be referred 
to collections. 

10.400 Format of Records Produced 
 
The CORA guarantees that “all public records shall be open for inspection by any person at 

reasonable times, except as provided in this part 2 or as otherwise specifically provided by law,” 
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as stated in C.R.S. §24-72-201. The CORA does not guarantee access to public records in a 

specific format. When the production or review of records in a specific format would interfere 

with the regular discharge of duties of the CPO and staff, in accordance with C.R.S. §24-72-

203(1)(a), or levy an undue burden upon the CPO, the Ombudsman will determine the 

appropriate format for the records to be produced. The CPO may require that members of the 

public only be allowed to review copies of documents when the custodian of records 

determines that allowing access to originals could interfere with the regular discharge of duties 

of the CPO, its staff or the production of original records could jeopardize the condition of the 

records.  

10.500 CPO Contact for CORA Requests 
 
For details on how to file a CORA request, please visit www.coloradocpo.org. Additionally, 

anyone seeking information may call the CPO at 720-625-8640 and ask to speak with the 

Communications and Policy Director. 

11.000 Legal Advice 
 
The CPO does not provide legal advice to contacts or complainants.   

12.000 Confidentiality 
 
Complainants must acknowledge electronically, through the web-based complaint form, or 
verbally with CPO staff, their understanding of the CPO’s confidentiality policy. The 
complainant’s acknowledgement of the CPO confidentiality policy will be documented in the 
CMS.  
 
Pursuant to C.R.S. §19-3.3-103 (1)(a)(I)(B) the CPO treats all complaints as confidential, 
including the “identities of complainants and individuals from whom information is acquired; 
except that disclosures may be permitted if the Ombudsman deems it necessary to enable the 
Ombudsman to perform his/her duties and to support any recommendations resulting from an 
investigation.” 
 
Further, C.R.S. §19-3.3-103(3) states that “the Ombudsman, employees of the office, and any 
persons acting on behalf of the office shall comply with all state and federal confidentiality laws 
that govern the state department or a county department with respect to the treatment of 
confidential information or records and the disclosure of such information and records.” These 
laws include, but are not limited to, the Colorado Children’s Code, CAPTA, HIPPA and FERPA. 

The CPO will release identifying information to the proper authorities for anyone that makes 
any statements of credible harm to themselves or to someone else. 
  

http://www.coloradocpo.org/
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13.000 Mandatory Reporting 
 
CPO staff members are required under C.R.S. §19-3-304 to report known or suspected child 
abuse and/or neglect. CPO staff will inform the Ombudsman or his/her designee prior to 
reporting alleged abuse and/or neglect, unless doing so would place a child or adult at risk of 
harm. CPO staff shall immediately, upon receiving such information, report or cause a report to 
be made to the county department, local law enforcement or through the Colorado’s statewide 
child abuse reporting hotline (1-844-CO4-KIDS). 

14.000 Conflict of Interest 
 
Staff must have the ability to act independently and impartially in order to perform the duties 
necessitated by their position. Staff must be above reproach in all relationships and must not 
maintain any appearance of a conflict of interest. The CPO has a conflict of interest policy 
within the personnel manual. Each staff member must certify annually that they have reviewed 
the policy and have no conflicts of interest that would impair their ability to carry out their 
duties.  

15.000 Filing a Grievance 
 
Should a complainant believe that any staff member performed their duties in an unsatisfactory 
manner, the complainant is entitled to file a written grievance with the Ombudsman. (See 
Appendix A: Grievance Policies) 
 
Should a complainant believe that the Ombudsman performed his/her duties in an 
unsatisfactory manner, the complainant is entitled to file a written grievance with the CPO 
Board. (See Appendix A: Grievance Policies) 

16.000 Legislative Involvement 
 
The CPO will work to provide the General Assembly with thoughtful insight and comprehensive 
research concerning issues within the child protection system. Through its research, 
investigations and engagement with stakeholders and citizens, the CPO will provide legislators 
with recommendations concerning “statutory, budgetary, regulatory and administrative 
changes, including systemic changes, to improve the safety of and promote better outcomes for 
children and families receiving child protection services in Colorado.” See C.R.S. §19-3.3-
103(2)(e). 
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APPENDIX A: Grievance Policies 
 

Complaints Regarding CPO Staff Member Performance 

Should a complainant to the Office of Colorado’s Child Protection Ombudsman (CPO) be 
dissatisfied with the performance of a CPO staff member during the course of their involvement 
with the CPO, the complainant may file a grievance with the Ombudsman. In order to do so, the 
complainant must submit their detailed concerns in writing to the Ombudsman. 

Grievances should be addressed to the Ombudsman and can be mailed to: 

Office of Colorado’s Child Protection Ombudsman 
Attn: Complaint Regarding CPO Staff Member Performance 
1300 Broadway, Suite 430 
Denver, Colorado 80203 

 
Once received, the Ombudsman will thoroughly review the grievance and take the following 
steps to ensure resolution: 

1. Review the written grievance and speak with the complainant should more information 

be necessary. 

2. Meet with staff associated with the grievance. 

3. Review the work completed by CPO staff.  

4. Provide written feedback to the complainant regarding the findings of the grievance 

review and any plan necessary to resolve the complainant’s concerns. 

 









 

 

 

 

 

 

 

Appendix B 
 



Fiscal Year 2016-2017 Outreach Events and Presentations 
 

July 2016 

• July 11, 2016: Presented at the Colorado Juvenile Judges Training Institute 

• July 20, 2016: Denver Juvenile Court En Banc meeting 

 

August 2016 

• August 1, 2016: Two-day Outreach Campaign in the Seventh Judicial District  

• August 22, 2016: Court Appointed Special Advocates Board of Directors and Regional Directors 

Meeting 

 

September 2016 

• September 9, 2016: Presented at the Colorado Human Services Directors Association Regional 

meeting, Pitkin County 

• September 10, 2016: Presented at the Court Appointed Special Advocates Conference 

• September 12, 2016: Presented at the Colorado State Judicial Conference 

• September 13, 2016: Presented at the Office of the Respondent Parent’s Counsel Conference 

• September 13, 2016: Presented at the Office of the Child’s Representative Conference  

• September 19, 2016: Launched an outreach campaign with the 17th Judicial District 

 

October 2016   

• October 13, 2016: Presentation at the 17th Judicial District Employee Meeting 

• October 25, 2016: Presentation at the Colorado Foster Parent Association Conference 
 
December 2016 

• December 9, 2016: Presentation at the CDHS’ Child Welfare Executive Leadership Council  

• December 12, 2016: Presented to the CPO’s Fiscal Year 2017-2018 Budget Request to the JBC 

• December 14, 2016: Presented to the Adams County Court Improvement Team 

 

January 2017  

• January 3, 2017: State Measurement for Accountable, Responsive and Transparent Act 

Presentation to Joint Judiciary Committees 

• January 18, 2017: Presentation to the Court Appointed Special Advocate Legacy Program 

• January 21, 2017: Presentation to the Court Appointed Special Advocate Arapahoe County 

 

April 2017 

• April 13, 2017: Presentation to the Colorado Human Services Director’s Association  

• April 17, 2017: Presentation to Colorado Department of Human Services Adoption Steering 

Committee 

• April 17: Deputy Ombudsman Presentation to the Colorado Legislature Children's Caucus 

• April 25, 2017: Deputy Ombudsman Testimony in the Colorado Legislature on HB 17-1283 

• April 27, 2017: Attended the Colorado Child Maltreatment Prevention Framework for Action 

Meeting 



• April 28, 2017: Ombudsman Presentation at the 20th Judicial District Attorney’s Office 

June 2017 

• June 21, 2017: CPO Presentation at Fort Morgan Courthouse, Multi-Disciplinary Meeting 

 

 

 



 

 

 

 

 

 

 

Appendix C 
 



Overview of Ombudsman Contacts by Agency 
Fiscal Year 
June 2017 

1 

1 

 

 

 

County Number of 
Complaints 

Nature Result 
Open 

 

Adams 

 

44 

Case / Ongoing (17) 
Foster Care/Adoption/Kinship (1) 

Inquiry (6) 
Intake / Assessment (12) 

Lack of Response (8) 

Affirmed Agency Actions (26) 
Closed Lack of Information (2) 

Closed per Complainant (2) 
Resource Referral/System Navigation (4)  

10 

Alamosa 3 
Case / Ongoing (2) 

Inquiry (1) 
Affirmed Agency Actions (2) 

Resource Referral/System Navigation (1) 
0 

 

 
Arapahoe 

 

 
41 

Case / Ongoing (12) 
Foster Care/Adoption/Kinship (1) 

Inquiry (10) 
Intake / Assessment (11) 

Lack of Response (7) 

Affirmed Agency Actions (23) 
Closed Lack of Information (2) 

 Closed Per Complainant (2) 
Declined/Duplicate Report (2) 

Resource Referral/System Navigation (6) 

6 

Archuleta 1 Lack of Response (1) Closed Per Complainant (1) 0 

Baca 0 0 0 0 

Bent 2 
Case / Ongoing (1) 

Intake / Assessment (1) 
Affirmed Agency Actions (2) 0 

 

Boulder 

 

11 

Case / Ongoing (3) 
Inquiry (6) 

Intake / Assessment (1) 
Lack of Response (1) 

Affirmed Agency Actions (3) 
Closed Lack of Information (1) 

Resource Referral/System Navigation (5) 

2 

 

Broomfield 
 

12 
Case / Ongoing (5) 

Intake / Assessment (6) 
Lack of Response (1) 

Affirmed Agency Actions (9)  
Closed Lack of Information (1) 
Declined/Duplicate Report (1) 

1 

Chaffee 2 
Intake / Assessment (2) Affirmed Agency Actions (1) 

Resource Referral/System Navigation (1) 
0 

Cheyenne 1 Case/Ongoing (1) 0 1 

Clear Creek 0 0 0 0 

Conejos 1 Intake/Assessment (1) 0 1 
Costilla 0 0 0 0 

Crowley 1 Intake / Assessment (1) 0 1 

Custer 0 0 0 0 

 

Delta 
 

9 
Case / Ongoing (2) 

Intake / Assessment (5) 
Lack of Response (2) 

Affirmed Agency Actions (5) 
Closed Lack of Information (1) 

3 
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County Number of 
Complaints 

Nature Result 
Open 

 

 
Denver 

 

 
61 

Case / Ongoing (15) 
Foster Care / Adoption / Kinship (2) 

Inquiry (22) 
Intake / Assessment (15) 

Lack of Response (7) 

Affirmed Agency Actions (29)  
Closed Lack of Information (8) 

Closed Per Complainant (3)     
Resource Referral/System Navigation (14) 

7 

Dolores 0 0 0 0 

 

Douglas 
 

10 
Case / Ongoing (4) 

Inquiry (3) 
Intake / Assessment (3) 

Affirmed Agency Actions (5) 
Resource Referral/System Navigation (3) 

2 

Eagle 3 Case / Ongoing (1) 
Intake/Assessment (2) 

Affirmed Agency Actions (2) 1 

 

El Paso 

 

49 

Case / Ongoing (16) 
Inquiry (15) 

Intake / Assessment (16) 
Lack of Response (2) 

Affirmed Agency Actions (20) 
Closed Lack of Information (6) 
Declined/Duplicate Report (2) 

Resource Referral/System Navigation (13) 

8 

Elbert 3 
Case / Ongoing (2) 

Lack of Response (1) 
Affirmed Agency Actions (2) 1 

 

Fremont 

 

8 

Case / Ongoing (3) 
Inquiry (1) 

Intake / Assessment (2) 
Lack of Response (2) 

Affirmed Agency Actions (4) 4 

Garfield 6 
Case/Ongoing (1) 

Inquiry (2) 
Intake/Assessment (2) 

Lack of Response (1) 

Closed Lack of Information (1) 
Resource Referral/System Navigation (2) 

3 

Gilpin 0 0 0 0 

Grand 2 
Intake / Assessment (1) 

Lack of Response (1) 
Affirmed Agency Actions (2) 0 

Gunnison 1 Lack of Response (1) 0 1 

Hinsdale 0 0 0 0 

Huerfano 3 Case/Ongoing (1) 
Intake / Assessment (2) 

Affirmed Agency Actions (1) 
Declined/Duplicate Report (1) 

1 

Jackson 2 Lack of Response (2) Affirmed Agency Actions (1) 
Closed Lack of Information (1) 

0 
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County 
Number of 
Complaints 

Nature Result Open 

 

 

Jefferson 

 

 

50 

Case / Ongoing (26) 
Inquiry (4) 

Intake / Assessment (11) 
Lack of Response (9) 

Affirmed Agency Actions (33) 
Closed Lack of Information (1) 

Closed Per Complainant (1) 
Declined/Duplicate Report (1) 

Resource Referral/System Navigation (3) 

11 

Kiowa 2 Inquiry (1) 
Intake/Assessment (1) 

Affirmed Agency Actions (1) 1 

Kit Carson 5 
Case / Ongoing (2) 

Lack of Response (3) 
Affirmed Agency Actions (2) 

Closed Lack of Information (1) 
2 

La Plata 3 
Inquiry (2) 

Lack of Response (1) 
Affirmed Agency Actions (1) 

Resource Referral/System Navigation (2) 
0 

Lake 1 Intake / Assessment (1) Affirmed Agency Actions (1) 0 

 

Larimer 

 

31 

Case / Ongoing (9) 
Inquiry (6) 

Intake / Assessment (8) 
Lack of Response (8) 

Affirmed Agency Actions (21) 
Closed Lack of Information (4) 
Declined/Duplicate Report (1) 

Resource Referral/System Navigation (1) 

4 

Las Animas 3 Inquiry (1) 
Intake/Assessment (2) 

Affirmed Agency Actions (2) 
Closed Lack of Information (1) 

0 

Lincoln 2 
Inquiry (1) 

Intake / Assessment (1) 
Affirmed Agency Actions (1) 

Resource Referral/System Navigation (1) 
0 

Logan 2 Case/Ongoing (1) 
Intake / Assessment (1) 

Affirmed Agency Actions (1) 1 

 

Mesa 

 

30 

Case / Ongoing (14) 
Inquiry (4) 

Intake / Assessment (9) 
Lack of Response (3) 

Affirmed Agency Actions (22) 
Closed Lack of Information (2) 
Declined/Duplicate Report (1) 

Resource Referral/Systems Navigation (2) 

3 

Mineral 0 0 0 0 

Moffat 1 Lack of Response (1) Affirmed Agency Actions (1) 0 

Montezuma 3 
Inquiry (1) 

Intake / Assessment (2) 
Affirmed Agency Actions (1) 

Resource Referral/System Navigation (1) 
1 

Montrose 10 
Case / Ongoing (5) 

Intake / Assessment (4) 
Lack of Response (1) 

Affirmed Agency Actions (7) 3 

Morgan 2 Case / Ongoing (1) 
Mandated Reporting (1) 

Affirmed Agency Actions (1) 1 
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County 
Number of 
Complaints 

Nature Result Open 

Otero 4 Case/Ongoing (2) 
Inquiry (2) 

Affirmed Agency Action (2) 
Resource Referral/System Navigation (2) 

0 

Ouray 0 0 0 0 

 

Park 
 

4 
Case/Ongoing (1) 

Foster Care/Adoption/Kinship (1) 

Inquiry (1) 
Intake / Assessment (1) 

Closed Lack of Information (1) 
Closed Per Complainant (1) 

2 

Phillips 0 0 0 0 

Pitkin 0 0 0 0 

Prowers 1 Lack of Response (1) Affirmed Agency Actions (1) 0 

 

 
Pueblo 

 

 
17 

Case / Ongoing (4) 
Foster Care / Adoption / Kinship (3) 

Inquiry (1) 
Intake / Assessment (4) 

Lack of Response (5) 

Affirmed Agency Actions (10) 
Closed Per Complainant (1) 

Resource Referral/System Navigation (1) 

5 

 

Rio Blanco 
 

7 
Case / Ongoing (2) 

Inquiry (3) 
Intake / Assessment (2) 

Affirmed Agency Actions (3)  
Closed Lack of Information (2) 

Resource Referral/System Navigation (1) 

1 

Rio Grande 0 0 0 0 

Routt 5 
Case/Ongoing (1) 

Inquiry (1) 
Intake / Assessment (2) 

Lack of Response (1) 

Affirmed Agency Actions (3) 
Declined/Duplicate Report (1) 

1 

Saguache 0 0 0 0 
San Juan 0 0 0 0 

San Miguel 0 0 0 0 

Sedgwick 1 Intake / Assessment (1) Affirmed Agency Actions (1) 0 

Southern Ute Tribe 0 0 0 0 

Summit 0 0 0 0 

Teller 2 
Inquiry (1) 

Intake/Assessment (1) 
Affirmed Agency Actions (1) 

Closed Lack of Information (1) 
0 

Ute Mountain Ute Tribe 0 0 0 0 

Washington 3 
Case / Ongoing (2) 

Inquiry (1) 
Affirmed Agency Actions (2) 

Resource Referral/System Navigation (1) 
0 
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County 
Number of 
Complaints 

Nature Result Open 

Weld 31 Case / Ongoing (8) 
Inquiry (9) 

Intake / Assessment (11) 
Lack of Response (3) 

Affirmed Agency Actions (11) 
Closed Lack of Information (3) 

Closed Per Complainant (1) 
Resource Referral/System Navigation (8) 

8 

 
Yuma 

 
2 

Case / Ongoing (1) 
Mandated Reporting (1) 

Affirmed Agency Actions (1) 
Closed Lack of Information (1) 

0 

 

 

 

Total 

 

 

 

498 
 

Case/Ongoing (165) 
Foster Care / Adoption / Kinship (8) 

Inquiry (105) 
Intake/Assessment (145) 

Lack of Response (73) 
Mandated Reporting (2) 

Affirmed Agency Actions (267) 
Closed Lack of Information (40) 

Closed Per Complainant (12) 
Declined/Duplicate Report (10) 

Resource Referral/System Navigation (72) 

 
 

97 
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1300 Broadway, Suite 430 

Denver, CO 80203 
720-625-8640 

July 19, 2016 

Chris Kline 

Adams County Department of Human Services 

7190 Colorado Boulevard 

Commerce City, CO 80022 

 

RE: Ombudsman Complaint Regarding TRAILS Case ID: 1800055  

 

Dear Mr. Kline, 

 

I am writing in reference to the complaint filed with Colorado’s Child Protection Ombudsman Office 

(CPO) concerning TRAILS Case ID: 1800055. The complainant contacted our Office with concerns that 

the child was not being seen by the caseworker in the child’s placement on a monthly basis. The 

complainant was also concerned that there was overall poor communication between the placement 

provider and the ongoing caseworker.  Finally, the complainant expressed concern that there was a 

delay in the child being referred for mental health services. The Office of Colorado’s Child Protection 

Ombudsman opened the complaint for review on April 4, 2016. 

 

The CPO carefully reviewed the complaint, including the documentation in the TRAILS database. 

During the course of reviewing the complaint, concerns regarding the frequency of face to face 

contacts with the child in the placement providers home were noted. The CPO reached out to Adams 

County Department of Human Services (ACDHS) via email on April 25, 2016 and subsequently 

received a response on April 27, 2016. All of this information was taken under careful consideration 

throughout the review process.  

 

I. Violations of Volume VII  

During the review of the complaint, the CCPO found the following violation of Volume VII 

related to TRAILS Case ID: 1800055. 

 

A. Volume VII, 7.202.1(F) PROVISION OF ONGOING CHILD PROTECTION SERVICES 

(CPS) [Eff. 1/1/15]  

 

Monthly Contact: The primary purpose for case contacts shall be to assure child 

safety and well-being and move the case toward achieving identified treatment 

goals. Documentation in the state automated case management system of at least 

one monthly contact shall summarize progress toward these goals. In child 

protection cases in which the children or youth remain in the home and in child 
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protection cases in which the children or youth are placed out of the home, the 

county department shall have face-to-face and telephone contact with the children 

or youth and parents and relevant collateral contacts as often as needed (while 

meeting the minimum expectations below) to reasonably attempt to assure the 

safety, permanency and well-being of the children.  

The child was placed into the initial placement provider’s home in August 2015. In reviewing TRAILS, 

there was not face to face contact, in the provider’s home, documented for September, November or 

December 2015. The child was moved to a new placement in January 2016. The child was observed 

on the date of placement; however, there was no face to face contacts with the child in the provider’s 

home in March and May 2016. The CPO would note that a foster care review was completed by the 

Colorado Department of Human Services, Administrative Review Division on February 8, 2016 and 

noted that documentation of face to face contacts for September and November 2015 could not be 

located in the file. 

 

B. Agency Response to Policy Violations 

 

The CPO brought this to the attention of ACDHS who advised on April 27, 2016 that there 

was acknowledgement that there were missing visits and that expectations have been 

clearly outlined for the caseworker on compliance with monthly face to face contacts with 

a child in his or her placement. In a follow up email from May 12, 2016, the CPO was 

advised that no formal performance improvement plan has been implemented with the 

worker at this time.   

 

C. Remaining Concerns and Agency Response 

The CPO was advised by the complainant that there has been a delay in obtaining mental 

health services for the child in care. The CPO discussed this with ACDHS and was advised on 

April 27, 2016 that there had been some confusion regarding the paperwork for the child’s 

treatment. ACDHS reported that all forms had been signed and sent to the treatment 

provider. In a follow up email on May 12, 2016, ACDHS advised that the child had been 

receiving mental health services through a school based therapist while awaiting the 

referral to Aurora Mental Health to be processed. CPO confirmed on July 12, 2016 that 

mental health services for the child began with Aurora Mental Health in June 2016. 

 

Finally, the CPO was advised that there was poor communication between the caseworker 

and the placement provider. On April 27, 2016, ACDHS acknowledged that the relationship 

between the placement provider and the caseworker was not the most productive working 

relationship. In a follow up email on May 12, 2016, ACDHS advised they were making 

attempts to reach out to the placement provider to schedule a meeting to determine next 

steps to improve the worker-foster parent relationship in an effort to support meeting the 

child’s needs. 
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II. CPO Conclusion 

 

The CPO will be closing out this review as “Agency/Caseworker Non-Compliance with Policy 

and Law” and offers the following recommendations: 

 

A. Continued/Ongoing training for caseworkers on Volume VII requirements surrounding 

frequency of face to face contacts with children in out of home care. 

 

B. Administrative/Supervisory training on the use of findings from Administrative Review 

Division reports in supervision to ensure correction of compliance findings and ongoing 

compliance with Volume VII. 

 

The CPO is appreciative of the openness of Adams County’s Department of Human Services 

throughout this review process and recognizes all of the hard work that the Department is doing to 

ensure that children of Adams County receive the best possible care and services to help them thrive. 

The CPO requests that ACDHS respond to this notification in writing with a detailed plan, including 

timeframes, for which ACDHS will follow through with the above recommendations, as well as an 

update on work being done with the caseworker involved to ensure ongoing compliance with face to 

face contacts per Volume VII. Thank you for your time and attention to this matter and please contact 

this office with any questions you have regarding the review of this complaint. 

 

With Regards,        Approved: 

 

       

Sabrina Burbidge       Stephanie Villafuerte 

Deputy Ombudsman       Ombudsman 

  

 



 
1300 Broadway, Suite 430 

Denver, CO 80203 
720-625-8640 

August 17, 2016 

Don Mares 

Denver Department of Human Services 

1200 Federal Boulevard 

Denver, Colorado 80204 

 

RE: Ombudsman Complaint Regarding Assessment ID: 2623105 

 

Dear Mr. Mares, 

 

I am writing in reference to the complaint filed with the Office of Colorado’s Child Protection 

Ombudsman (CPO) concerning TRAILS Assessment ID: 2623105. The CPO opened the complaint for 

review on April 29, 2016. A summary of our review and findings are outlined below. 

 

 

I. Originating Complaint Summary 

 

The CPO received a complaint concerning TRAILS Assessment ID: 2623105. The complainant 

reported that there had been a report regarding alleged Institutional Neglect/Lack of Supervision 

made to the Denver Department of Human Services (DDHS) on March 29, 2016 and it had not 

been assigned for assessment. The CPO opened the complaint for review on April 29, 2016. 

 

II. CPO Review Process 

 

The CPO carefully reviewed the complaint, including the referral made to DDHS on March 29, 

2016, as well as Volume VII rule and the Colorado Children’s Code. The CPO also reviewed the 

TRAILS cases of both children involved in the referral, specifically the case contacts in each, to 

verify if the children’s caseworkers, guardian ad litems, parents and/or legal custodians had been 

notified of the allegations in the Institutional Abuse/Neglect referral. 

 

On June 7, 2016, the CPO contacted DDHS with the following two concerns that were noted 

during the course of the review: 

 

• The referral was not assigned for institutional investigation concerning a lack of staff 

supervision. Please explain the reason for the screen out, as there are no notes in TRAILS 

reflecting RED Team or decision making steps on this referral. 
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• Was notification provided to the caseworkers of the children involved in the referral that a 

report had been made concerning children on their caseload? Please reply, including any 

reason for the decision and the agency process when an institutional report is made and 

the children have open child welfare cases. 

 

On June 9, 2016, the CPO received a response from DDHS. DDHS stated that after further review 

and analysis of Referral ID: 2623105, the DDHS had made the decision to assign the referral for 

further investigation. DDHS also advised that the DDHS will be notifying caseworkers or 

custodians of the two children involved. Further, DDHS stated that DDHS was reviewing and 

improving on their agency’s policy regarding notification of caseworkers and custodians of such 

incidents when not specifically required by Volume VII rule.  

 

On June 17, DDHS provided the CPO a copy of DDHS’ Institutional Abuse Screening and 

Investigation Process (Appendix A). 

 

The referral was assigned for assessment by a caseworker on June 9, 2016 with the investigation 

noted as beginning on June 13, 2016. On July 21, 2016, DDHS completed their investigation into 

the allegations of Institutional Neglect. In review, DDHS completed a thorough investigation into 

the allegations; however, there is no documentation within the assessment, or either child’s 

ongoing cases, that demonstrates that DDHS contacted either the parents, caseworkers, Guardian 

ad litems, or legal custodians of the children involved in the investigation. 

 

III. Identified Violations of Volume VII 

 

7.103.6(A)(1)(2)(3) Criteria for Assigning a Referral for Assessment 

“County departments shall assign a referral for assessment if it: 

1. Contains specific allegations of known or suspected abuse and/or neglect as defined in 

7.000.2; 

2. Provides sufficient information to locate the alleged victim; and, 

3. Identifies a victim under the age of eighteen (18)” 

 

7.104.24(A)(1) Notice 

“The licensing authority or certifying unit shall be notified that a referral concerning abuse 

and/or neglect has been received within one (1) working day after receipt of the referral.” 

 

7.104.15(B)(1) Notice 

“Regardless of the outcome of the assessment and as allowable by law, county 

departments shall notify: 

1. The parent(s), guardians(s), custodian(s), or caregiver(s) of the alleged victim child(ren) 

of the outcome of the assessments. Non-custodial parent(s) shall also be notified of 

the outcomes of the assessments unless is not in the best interests of the child(ren).” 
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IV. Conclusion 

 

After completing a review into the complaint filed with the CPO on April 29, 2016, the CPO 

concludes this review as Agency Non-Compliance with Policy (Volume VII). The CPO makes the 

following recommendations for DDHS: 

 

1. Training for all participants involved in RED Team, and/or supervisors reviewing 

institutional reports, regarding the requirements to assign allegations of Institutional 

Abuse and/or Neglect, as well as the required time frames for investigation. 

 

2. Training for all supervisors, administrators and staff involved in Institutional Abuse and/or 

Neglect assignments and investigations regarding DDHS Institutional Abuse Screening and 

Investigation Process. 

 

3. DDHS continue to review and revise their internal policies regarding notification of 

caseworkers, Guardian ad litems, parents and legal custodians when an allegation of 

abuse and/or neglect is made regarding a child in out of home care. 

 

4. DDHS immediately notify the caseworkers of the children involved in this assessment to 

notify them of the allegations made in the initial report, as well as the outcome of the 

investigation. 

 

Recommendations are designed to improve overall service delivery and practice within your county 

and for the families you serve. The CPO request written confirmation of DDHS receipt of this letter and 

documentation of any plan developed to address the recommendations made herein. The CPO will 

document such feedback and/or plan for tracking purposes and will release the recommendations and 

feedback in the annual report released each September.  

 

Thank you for your time and attention to this matter and please contact this office with any questions 

you have regarding the review of this complaint. 

 

With Regards,      Approved:    

     
Sabrina Burbidge     Stephanie Villafuerte 

Deputy Ombudsman     Ombudsman 
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Appendix A 

DDHS Institutional Abuse Screening and Investigation Process 

 

• Allegations of institutional abuse will be reviewed by a screening team of one Intake Supervisor and 

one designated Administrator within one working day.   

• The screening team will review history of concerns regarding the facility and any involved children to 

inform decision making.  The review shall be documented in the automated case management system.  

The Supervisor is to ensure the review and the documentation have occurred.   

• The screening team will utilize Volume 7 (7.202.5) and the Children’s Code within our screening 

decisions and investigations. 

• The screening team will determine response time of any assigned institutional assessment based on 

Volume 7 regulations, including documenting the appropriate exception why the identified victim child 

was not observed within the prescribed timeframe. 

• The screening team and assigned Caseworker will identify other involved persons including licensing 

and guardians and notify them timely.  

• There will be one Supervisor overseeing all institutional abuse investigations.   

• There will be one identified Caseworker for all institutional abuse investigations as workload permits.   

o There will be identified staff to be utilized if necessary due to workload or leave issues. 
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