Chapter 1: Section 1 
Hotline Receipt of Information 

 

Policy 

	The Department shall operate a statewide Centralized Intake "Hotline" 24 hours a day, seven days a week, to protect children by receiving incoming communications/referrals concerning suspected child abuse or neglect. The Hotline encompasses a toll-free telephone number and an electronic reporting service, specifically for the purpose of accepting communications regarding suspected child abuse or neglect.

 

If a person communicates suspected abuse or neglect to a Department employee other than through the Hotline, the employee shall assist the person in making a report to the Hotline.

 

The Department accepts anonymous reports; however, individuals making a report will be asked to identify themselves while being informed that their identity is confidential and released only as required by law.
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Procedures

Referrals 

The Intake Specialist gathers information from reporting sources using the Department’s standardized interview questions and practice guide to meet the following criteria:

· The suspected conduct would constitute abuse or neglect.

· The suspected victim of the conduct is under eighteen years of age.

· The suspected victim of the conduct is a resident of or present in this state or any act involved in the suspected abuse or neglect occurred in this state.

· The person suspected of committing the abuse or neglect is the parent, guardian, or custodian of the victim or an adult member of the victim's household.

· Whether the suspected abuse or neglect involves criminal conduct, even if the communication does not result in the preparation of a report for investigation.

· The appropriate investigative track for referral based on the risk to the child's safety.

 

Electronic Referrals 

The Department provides an electronic reporting service available for professional mandated reporters to report non-emergency concerns regarding child abuse or neglect.  An online submission shall meet the reporter's mandated reporting requirements. For all emergency situations where a child may be in immediate risk of abuse or neglect that could result in death or serious injury, professional mandated reporters are directed to 911 or the toll-free telephone hotline.

 

An Intake Specialist reviews all electronic referrals received and follows Department policy and procedures to determine if the information meets report criteria. See Decision to Take a Report.
 

If additional information is needed to make a report decision, the Intake Specialist contacts the reporting source for more information.

 

Types of Communications 

Intake Specialist documents all concerns in CHILDS under a "Communication Type." Communications that meet the statutory definition of abuse or neglect are documented as reports. See Decision to Take a Report.  Non-report communications may either require a response from the field or are maintained in CHILDS for future reference.
 

The following communications require a response or action from the field. These communications are assigned to the field and reviewed by a DCS Supervisor or designee to determine the appropriate response/action.

 

Action Request – A communication requesting the Department to respond to situations, such as to assist law enforcement or other state child welfare agencies even when there are no allegations of abuse or neglect.  Action Requests alert the field to other situations that may require Department action.   
 

Examples of Action Requests:

· Court ordered pickup regarding children not in DCS care;

· Court ordered investigation or services;

· Runaway from other states who needs placement until a parent or guardian is able to make arrangements to pick-up the child;

· Courtesy placement of an Interstate Compact for the Placement of Children (ICPC) child due to disruption in Arizona until the child’s state of residency is able to retrieve the child; or

· Successor of a permanent guardian when the original permanent guardianship was filed through DCS.

 

Hotline assigns Action Requests to a DCS Supervisor, who dispositions the Action Request as either Action Taken or No Action Taken with an explanation provided.
Document any action taken by the Department in an appropriate case note. 

 

During the Department’s response to an Action Request, if the parent, guardian, or custodian refuses to take custody of the child, or if allegations of abuse or neglect become known, the DCS Supervisor or designee contacts the Hotline to change the Action Request to a report.
 

Additional Information – A communication used in the following situations:

· The original reporting source calls back within 72 hours from the time the original report was taken and has additional information but no new allegations.  After the 72 hours, document this information as a status communication and link to the case or original report.

· The Child Safety Specialist notifies the Hotline to report new allegations on an active investigation. The narrative contains the new allegations and is linked to the original report.

 

The Hotline links all Additional Information communications to a Report or Action Request.

 

The DCS Supervisor staffs with the Child Safety Specialist to determine if this information requires additional action/response.  Document any action taken by the Department in an appropriate case note. 

 

Report – A communication that meets the statutory definition of abuse or neglect of a child.  See Decision to Take a Report and Disposition of report and Initial Response.

 

Employee Report – A communication that meet the statutory definition of abuse or neglect of a child AND the parent, guardian, or custodian is identified as an employee of the following:

· Department of Child Safety (including all programs and offices, such as the Comprehensive Medical and Dental Program (CMDP) and the Office of Child Welfare Investigations (OCWI)); or
· Protective Services Section of the Attorney General's Office.

 

See Investigations Involving Department of Child Safety Employees for more information.

 

Second Source – A communication from a second source pertaining to the same allegation or incident in an existing report.  Information from a third source and any other subsequent sources are also entered as Second Source communications.  When applying this procedures, there is no time limit from when the existing report was first taken to when the second source calls the Hotline.  Any new allegations or incidents require a new report.

 

The Hotline links all Second Source communications to a report or action request.

 

The DCS Supervisor staffs with the Child Safety Specialist to determine if this information requires additional action/response.

 

When a Second Source communication is received on an active investigation, the Child Safety Specialist shall treat any additional "second sources" as a source and make contact as required by Interviews.
 

If a Second Source communication is received on a closed report/case, the Intake Specialist staffs with an Intake Supervisor to determine if the new information effects child safety or previous findings (unsubstantiated/unable to locate).  If so, a new report shall be created.
Status Communication – A communication that does not qualify as a new Report or a Second Source or Additional Information, and pertains to an open case or report that is pending disposition for assignment. The Hotline links all Status Communications to an open case or report that is pending disposition for assignment.

The DCS Supervisor and Child Safety Specialist review all status communications and determine the appropriate response. 

Any indication that a child may be in danger, injured by, or engaged in sexual conduct with another child, requires a Department response.  In these situations, the Intake Specialist sends a copy of the status communication via email to the following:

· Child Safety Specialist and DCS Supervisor; and 

· DCS’ Office of Licensing and Regulation (OLR) for all children who are residing in a licensed out-of-home placement. 

During the response to a Status Communication, if allegations of abuse, neglect, or licensing concerns become known, the Child Safety Specialist contacts the Hotline to report the information.  

Document the response taken in an appropriate case note.
The following communications are not transmitted to the field for response, but are maintained in CHILDS for future reference: 

 

Alert – A communication that provides instructions or information to the Hotline or After-Hours staff, in the event a child or parent comes to the attention of the DCS.  Examples are as follows:

· Notification from another state child welfare agency regarding a family who has relocated or may be relocating to Arizona;

· Notification from a Child Safety Specialist to advise how to handle a situation that may occur on a case during after-hours or on the weekend (For example, if a child-in-care has run away, and there are specific arrangements for when the child is located); or
· Notification from the community or law enforcement of a situation where the Hotline may be contacted (for example, when the police are searching for a missing child and request notification if the child comes to the attention of the Hotline).
DCS History Request – A request made by law enforcement (or other entitled entity) and there is no case or a case is closed, and no report pending disposition for assignment.  If a family has an open case or report pending disposition for assignment, then a Status Communication is entered, so that the assigned Child Safety Specialist knows that law enforcement (or other authorized persons) inquired about a family.

 

Data Correction - A communication entered in error that must be corrected.  No communication may be completely deleted from CHILDS; therefore the Hotline uses Data Correction when uncorrectable errors are made. Examples are as follows:

· Correct narrative errors as once a communication is dispositioned, the narrative may not be edited;
· Delete a communication - two communications have been started for the same information, and one needs to be deleted; or
· A correction when the wrong person is named as the source.

 

Hotline Communication - Information received from a source that does not meet criteria for a DCS report, AND there is no open case and/or no report pending disposition for assignment.

 

Licensing Issue - Information pertaining to DCS\DHS\DES licensed placement facilities (including foster homes, group homes, DDD homes and shelter facilities). Licensing Issues pertain to information that does not meet criteria for a report. 

 

Resources Provided - Communication type used in the following situations:

· Law enforcement requests assistance from DCS staff, and there is not sufficient information to enter a DCS report or a Communication. (e.g., dispatch is calling for an officer out in the field); or 
· Relatives are willing to be caretakers of a child if DCS should become involved with a family in the future; however, there is no open case or report pending disposition for assignment.

 

Unborn Concerns - Communication used when there are concerns for an unborn baby, and the concerns will meet report criteria upon the baby being born. Examples include:

· Allegation that the unborn child has been prenatally exposed to drugs or substances, and the exposure was not the result of medical treatment and administered by a health care professional, which may include clinical indicators in the prenatal period, history of substance use or abuse, medical history, or results of a toxicology or other laboratory test on the mother;

· Domestic violence that would place the baby in serious harm or impending danger; or

· Existing mental health issues that would place the baby in substantial risk of harm.

 

Information Received by DCS Employees 

DCS employees outside of the Hotline shall assist any person wishing to make a report or abuse or neglect in contacting the Hotline via the phone number 1-888-SOS-CHILD (1-888-767-2445), or if the person is a mandated reporter, the online reporting service website https://www.azdes.gov/dcyf/cps/mandated_reporters/.

 

The following forms are available to provide more information about the Hotline: Hotline-Information guide for mandated reporters and Hotline Brochure.
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Forms

Child Abuse Hotline- An Information Guide for Mandated Reporters (CPS-1059)
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Related Information

Law Enforcement Interview Questions 

Mandated Reporter Interview Questions 

Non-Mandated Reporter Interview Questions 

Additional Questions to Intake Interview Questions 

How to find a Communication Guide 
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Legal

A.R.S. §.8-455. Centralized intake hotline; purposes; report of possible crime; report for investigation; risk assessment tools; access to information; public awareness; definition 

 

A.R.S. § 8-807. DCS information; public record; use; confidentiality; violation; classification; definitions 

 

A.R.S. § 13-3620. Duty to report abuse, physical injury, neglect and denial or deprivation of medical or surgical care or nourishment of minors; medical records; exception; violation; classification; definitions 

 

A.R.S. § 41-1010. Complaints; public record 

 

A.A.C. R21-3-101. Definitions  

A.A.C. R21-3-201 Receipt of Information; Centralized Intake Hotline 

A.A.C. R21-3-202. Preliminary Screening  
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