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Establish incident reporting protocols in 
health and human services.
In the U.S., one in ten elders 
have reported emotional abuse, 
physical abuse, or potential 
neglect in the past year.1 In that 
same timeframe, one in seven 
children have experienced child 
abuse and/or neglect.2 Children 
living with disabilities are 1.7 times 
more likely to be maltreated than 
other children.3

At these high frequencies, critical 
focus should always be placed on 
prevention of abuse, neglect, and 
exploitation for all individuals, as 
these types of incidents are not 
only illegal, but devastating to the 
victims. There must also be sound 
protocols to handle any potential 
claim / incident that might occur. 
Through training and a formalized 
process, the incidents can be 
handled promptly, with care for 
the individuals, in line with best practice company policies, and with 
protections for the persons served. If not, health and human service 
providers open themselves up to  the potential for increased liability 
claims, loss of reputation, and loss of clients.

This incident reporting flow chart highlights the main components in 
the reporting process once a potential Abuse, Neglect, or Exploitation 
incident has been identified. This is only a high-level guide, as your 
program must develop the specific reporting procedures, personnel 
assignments, resolution procedure, incident report retention, and verify 
all protocols are in line with statutory guidelines.

1 Understanding Elder Abuse Fact Sheet, The Center for Disease Control and Prevention 
https://www.cdc.gov/violenceprevention/pdf/em-factsheet-a.pdf
2 Preventing Child Abuse Fact Sheet, The Center for Disease Control and Prevention 
https://www.cdc.gov/violenceprevention/pdf/CAN-factsheet.pdf
3 National Center on Child Abuse and Neglect. A report on the maltreatment of children 
with disabilities. U.S. Department of Health and Human Services. Washington, D.C.
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Report: 
 

Report made to proper authority 
(internal) per written company reporting 

policy and procedure

Triage of Potential Incident:

 n  Assessment of the incident (i.e., trauma, exploitation of 
persons served, injury, hospitalization, death)

 n  Internal resolution and/or external reporting completed 
per written policy (assigned personnel review evidence, 
notes observed incident reports or third-party reporting, 
witnesses, patterns, etc.)

Investigate:

External Reporting per statutory and/or funding 
agency (Medicaid, CPS, etc.) requirements

Assigned Investigator

If determined by assigned personnel there is an 
absence of Abuse, Neglect, or Exploitation in the 

incident, internal resolution per written policy

Identify potential Abuse, Neglect, and Exploitation 
 claim/incident:

 n  In line with internal written protocols

 n  Per staff training on indicators of Abuse, Neglect, and 
Exploitation
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Substantiated:

Resolution per 
written policy

Unsubstantiated:

Resolution per 
written policy

Response/Corrective Measures 

 n  Identify need for staff retraining

 n  Identify need for staff termination per 
written policy and internal review

 n  Identify need for policy review

 n  Identify need for change to pre-
employment screening procedures

 n  Identify need for additional safety and 
vulnerability assessments for persons 
served

 n  Additional measures as necessary to 
protect persons served and prevent 
recurrence

Review File/Case on Potential for 
Abuse, Neglect, and Exploitation

 n  If necessary, take precautions to address 
Non-Abuse, Neglect, and Exploitation 
incident / incidents, per policy

 n  Tracking for history of trends - if potential 
is identified, take action internal per written 
policy

 n  Incident report retention per written policy 
and in line with statutory requirements.

The information used to create this brochure was obtained from sources believed to be reliable to help users address their own risk management and insurance needs. It does not and is not intended to provide legal advice. Nationwide, its affiliates 
and employees do not guarantee improved results based upon the information contained herein and assume no liability in connection with the information or the provided suggestions. The recommendations provided are general in nature; unique 
circumstances may not warrant or require implementation of some or all of the suggestions. Nationwide, Nationwide is on your side, and the Nationwide N and Eagle are service marks of Nationwide Mutual Insurance Company. © 2020 Nationwide

CMO-1139AO (01/20)

This chart follows the prescribed guidelines of the Center for Medicare and Medicaid Services: 
Centers for Medicare & Medicaid Services (CMS); 1915(c) Instructions, Technical Guide, and Review 
Criteria; Appendix G-1: Response to Critical Events or Incidents
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https://www.medicaid.gov/medicaid-chip-program-information/by-topics/waivers/downloads/technical-guidance.pdf
https://www.medicaid.gov/medicaid-chip-program-information/by-topics/waivers/downloads/technical-guidance.pdf

