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Filing a Complaint 

Why file a complaint? 
The opportunity to file a complaint provides the public with a mechanism to notify the
Licensing and Certification Residential Assisted Living Facilities (RALF) Team of an assisted 
living facility’s failure to provide appropriate care and services within the framework required by regulation. 

The RALF Team has authority to investigate complaints when there is a correlation between 
that complaint and the rules for residential assisted living facilities in Idaho (IDAPA 16.03.22). If the complaint is not related to regulatory requirements, the complainant may be referred to another agency. The surveyor who takes the complaint will help make this determination.

We encourage those concerned with the care or services residents are receiving to address 
those concerns with the administrator, nurse supervisor or owner, prior to filing a formal 
complaint with the Department.

A complaint investigation serves a very important purpose; it identifies practices that are not compliant with rules, which leads to correction and improved care for residents. In some instances, it clears the facility/licensee of unsubstantiated allegations. 

How do you file a complaint? 
You may call the RALF Team at 208-364-1962. You will be asked to identify the name and 
address of the facility. For detailed or complicated complaints, you may be asked to submit 
information in writing to ralf@dhw.idaho.gov. If assistance is needed submitting written details,  please let us know during the call.

What information is needed to file a complaint? 
The RALF Team must have specific information in order to conduct a thorough investigation. 
The type of information that is helpful includes, but may not be limited to:

• Facility name and address.
It will be necessary to obtain this information for the complaint investigation survey.

• Your name, phone number and email address.
Your information is kept confidential. You can choose to remain anonymous, but we will not be able to send you correspondence related to the complaint, including the 
investigation results.

• Name of the resident.
This information allows the survey staff to concentrate their efforts to the specific 
individuals involved in the concerns. The survey staff will handle all investigations as 
confidential issues to the highest degree possible.

• Detailed information.
· What happened;
· Dates, times and places where each incident occurred. Please note, surveyors cannot take complaints for incidents that occurred more than a year before the date the complaint is lodged;
· An explanation of the services or care that were not provided;
· An explanation of any negative outcome(s) to the recipient; and
· The names of others who witnessed the incidents or could provide validation of concerns.

Call 911 immediately to request an emergency response if a concern involves immediate 
jeopardy to any person or is of a life-threatening nature. After requesting 911 emergency 
response, concerns should be reported by a phone call to the Licensing and Certification RALF Team at (208) 364-1962 immediately. Discussing those concerns with a survey staff member may reduce any risk to the persons involved. Reports of abuse, neglect or exploitation of any vulnerable adult should also be reported to the local Adult Protective Services. 

Who may register a complaint? 
Any person who has first-hand knowledge of the situation. If the concerns were reported to you by someone else, please encourage that person to contact us directly to assist them.

What is the nature of complaints received? 
· Abuse or mistreatment
· Violations of resident rights
· Concerns with care/services provided, including food and dietary services
· Issues with sanitation, housekeeping or the physical environment

How will the complaint be investigated? 
Complaints are investigated on a first in, first out basis. The investigative team conducts the survey in accordance with written protocols for conducting a complaint investigation. The RALF Team is obligated to investigate all complaints in a confidential manner. There is always a possibility the very nature of the complaint may provide enough information to the 
facility/provider to "guess" who lodged the complaint, however surveyors will not confirm the information. In the event of a court order, all portions of the facility/provider record must be disclosed. 

Does the complainant need to reveal his or her identity? 
A complainant may choose to remain anonymous. The nature of the complaint may give the facility clues regarding who filed the complaint. When the complainant’s identity is disclosed to the RALF Team, their information will remain confidential to the facility, but it will enable the RALF Team to provide the complainant conclusions and findings of the investigation.
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