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I.     PURPOSE
The purpose of this procedure is to provide guidelines and instructions for interacting
with other investigative agencies that may be involved with Adult Protective Services
clients.  

  ________________________________________

II.   BACKGROUND
In compliance with California Senate Bill 2199, California Welfare and Institutions Code,
and the California Penal Code, Adult Protective Services social workers are mandated
to interact with specified law enforcement and other licensing agencies, and may, of
necessity have to interact with others to assist in maintaining the safety, health, and
welfare of Adult Protective Services clients.

  ________________________________________
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III.    PROCEDURE
                A.     Investigative Agencies
·         California Contractors State License Board
·         California Department of Insurance
·         California State Licensing Boards:
O         Licensed Vocational Nurse and Psychiatric Technician Examiners
O         Real Estate
O         Registered Nursing
·         The Federal Bureau of Investigation
·         National Association of Securities Dealers
·         U.S. Postal Inspection Service
1.      CALIFORNIA LICENSE BOARD CONTRACTORS STATE
a.        Jurisdiction:  A division of the California Department of Consumer Affairs, this Board is responsible for
licensing Contractors, investigating apparent violations of the law related to Contractors, and of accepting
and evaluating complaints about or problems with licensed Contractors. Although they only have authority
over licensed Contractors, they can act against someone who is Contracting without a license.
b.            
Contact:                                                                                                                                                 
Contractors State License Board
9821 Business Park Drive
Sacramento, CA 95827
For complaints on work performed in Orange, contact: County
Norwalk Intake & Mediation Center 
12501 East Imperial Highway, Suite 620 
Norwalk, CA 90650 

(800) 321-CSLB (2752)
FAX (562) 466-6064
APS Contact (DO NOT GIVE OUT-FOR APS INTERNAL USE ONLY): Jan Silverman, Supervisor of Intake and
Mediation
#(562)-466-6000
http://www.cslb.ca.gov/
c.            When to contact:  The California Contractors State Licensing Board should be contacted If it
appears that a client may have been deceived in a transaction with a contractor, that work arranged through
a contractor may have been unnecessary, if the fee for the work done appeared unjustifiably high, or the
work done was substandard.
d.        How to initiate interaction:      
Clients can initiate contact with the Board by telephone or accessing their web site. They can check on
whether the Contractor they have hired is licensed, or obtain/download a complaint form.
APS workers can contact the Supervisor of Intake and Mediation using the telephone number above (NOTE:
this telephone number is for APS use only-do not give out). In an appropriate situation, the Intake and
Mediation Supervisor can “Fast-Track” the complaint.
e.        Forms/requirements:  The client will have to complete the complaint form and return it to them. The
form can be obtained through the mail by calling them or downloaded from the internet by going to their
website and clicking on “Services and Publications”, then “Order Forms and Publications”, then scrolling
down to the “Consumer Complaint Form” near the bottom of the page. The form cannot be completed on line,
and must be signed by the complainant. For special circumstances, the APS Social Worker can use the Intake
and Mediation supervisor’s number to discuss the special nature of the situation.
f.         Should the social worker or the client initiate?:  If the client’s issue is not an emergency, and
they seem able to complete the form, a client can be referred to the web site. The web site, however, is
geared more for obtaining a Contractor’s license than for filing complaints; and it is not very user friendly.
You may want to download/print the form for the client.
Social Workers working on active cases, particularly where there is a time constraint should consider using
the Intake and Mediation supervisor’s telephone number.
g.            What to expect:  The Contractor’s State License Board has admitted that they are very busy, and
that it may be difficult to make contact with them. If clients are filing a complaint themselves, you may want
to make them aware of this. It will probably take some time before their complaint will be addressed. The
option of the direct line to the Intake and Mediation Supervisor will hopefully allow the Board to “Fast Track”
the case and to obtain a faster response.
2.      CALIFORNIA DEPARTMENT OF INSURANCE
a.      Jurisdiction:  The California Department of Insurance (CDI) investigates possible violations of the law
by licensed Insurance Agents, Insurance Companies, or any violation of the law related to insurance (this
includes Annuities). Some examples of the types of things they investigate are as follows:
(1.)   Improper denial of a claim or an offer of an amount less that indicated by the policy.
(2.) Delay in settlement of a claim.
(3.) Alleged illegal cancellation or termination of an insurance policy.
(4.) Alleged misrepresentation by an agent, broker, or solicitor.
(5.) Alleged theft of premiums paid to an agent, broker, or solicitor.
(6.) Problems concerning insurance premiums and rates.
(7.) Alleged improper handling of an escrow transaction by a title insurer or underwritten title company.
(8.) Improper handling of a title insurance claim.
b.        Contact:    
California Department of Insurance
Consumer Communications Bureau
300 South Spring Street, South Tower
Los Angeles, CA 90013
927HELP@insurance.ca.gov
(800) 927-4357                                                                                                                            
c.      When to contact:  If a client appears to be a victim of unethical or illegal sale of insurance, fraud
related to an insurance claim, or apparent deception of some type related to insurance sales or insurance
products. This may include insurance policies, annuities, or irregularities related to Escrow transactions or to
Title Insurance.
the CDI is represented on the Financial Abuse Specialist’s Team (FAST); consultation with a FAST team
member can be made through SSSSs when consultation is needed.
d.        How to initiate interaction:      
Complaints to the California Department of Insurance can be made by telephone #1(800) 927-4357, by
mailing a completed complaint form, by email 927HELP@insurance.ca.gov. The form is available through their web
site at http://www.insurance.ca.gov where it can be downloaded, printed, and mailed.
e.            Forms/requirements:  
The complaint process may be initiated by telephone; however, at some point a complaint form (“Consumer
Request for Assistance”) must be completed and signed by the complainant. The form can be mailed to the
complainant, or is available on their website as a PDF document that can be printed.
f.              Should the social worker or the client initiate?:  The CDI always prefers to have a complaint
form signed by the complainant or victim. The CDI has, however, said that they will take into account a very
frail complainant or a complainant who for some physical or medical reason cannot sign a complaint
themselves. This situation would need to be clearly explained.
g.        What to expect:  On contact, the first priority for the CDI will be obtaining the facts in writing, on
their form. It will be based on this form that they will decide whether they can investigate, what to
investigate, and who will investigate. To facilitate better interaction with the CDI, be ready with facts,
complete the form as quickly and thoroughly as possible, and get it to them. If you spoke to someone
specifically, obtain his or her name, and ask if you can route the complaint form to them.
3.      CALIFORNIA DEPARTMENT OF CORPORATIONS
a.      Jurisdiction:  The Department of Corporations investigates complaints against persons, business
entities, and corporations accused of violating licensing or anti-fraud laws. They are empowered to bring
administrative or civil actions to stop these violations. They may also refer the matters that they investigate
to law enforcement agencies for criminal prosecution.
         This California agency might be contacted in a situation that involves abuse of a client by a corporation
or other large California company when neither local law enforcement nor other investigative agencies feel
that they have jurisdiction to act. The nature of their mandate could allow them to assist an individual victim
rather than having to identify a crime directed at an entire customer group. They may investigate different
types of perpetrators than other national investigatory agencies.
b.            Contact:    
            320 West 4th Street
            Los Angeles, CA 90013-2344
            Ph (866) 275-2677
            Los Angeles-ph#213-576-7500
            http://www.corp.ca.gov/index.htm
c.      When to contact:  Contact the Department of Corporations if a client appears that the client’s rights
have been denied by acts that may violate licensing or anti-fraud statutes.
d.      How to initiate interaction:  You may contact the Department of Corporations by telephone and
discuss your situation with representatives of the department’s various investigative units including a
mortgages unit, a securities unit, and other units that are assigned to investigate a particular type of
complaint. You can also obtain and fill out a Department of Corporations Complaint form. This form will need
to be completed before any investigation can be initiated. The Complaint Form can be obtained on their web
site under “Consumer complaints”.    
e.      Forms/requirements:  The Department utilizes a complaint form; the Complaint Form can be
obtained on their web site under “Consumer complaints.” This form will need to be completed before any
investigation can be initiated. The complaint process may be initiated by telephone; however, at some point
a complaint form (“Consumer Request for Assistance”) must be completed and signed by the complainant.
The form can be mailed to the complainant, or is available on their website as a PDF document that can be
printed.
 f.        Should the social worker or the client initiate?  Apparently the department can only investigate a
signed client complaint. Although the Social Worker may be able to discuss concerns with a department
representative, it appears that direct client contact with the department is necessary.
g.            What to expect:  It may be difficult to make contact with a live person at the Department, and a
caller may be shuffled from one telephone tree to another while seeking the appropriate department or
someone who can clarify the situation. Social Workers may want to do some footwork for clients to avoid
their becoming discouraged by being placed on ‘hold’ frequently.
4.      CALIFORNIA BOARD OF LICENSED VOCATIONAL NURSES AND PSYCHIATRIC TECHNICIAN
EXAMINERS
a.      Jurisdiction:  The California Board of Licensed Vocational Nursing and Psychiatric Technician
Examiners (BVNPTE) are responsible for licensing California Psychiatric Technicians (PT) and Licensed
Vocational Nurses (LVN). The BVNPTE also serve as a resource for checking whether an LVN or PT is currently
licensed, and investigates reports of violations of ethical conduct or violations of the law. The BVNPTE cannot
prosecute violations of the law, however, they will report any apparent criminal activity to appropriate law
enforcement agencies or to the California Attorney General’s Office. They have the authority to take
administrative Action against licensed LVNs or PTs who may in turn have their professional licenses
suspended or revoked. The Board can give out information to clients or APS Social Workers as to whether an
LVN or PT is currently licensed, or whether they have had any disciplinary action taken against them.
b.      Contact:    
The Board of Vocational Nurse and Psychiatric Technician Examiners
2535 Capitol Oaks Drive, Suite 205
Sacramento, CA 95833
(916) 263-7800
                     http://www.bvnpt.ca.gov/
c.      When to contact:  If a client or other party that comes to the attention of the investigating Social
Worker appears to have abused or neglected a client by someone employed as a Licensed Vocational Nurse
(LVN), or a licensed Psychiatric Technician (PT).
d.      How to initiate interaction:   The client or the social worker may contact the Board to verify that a
professional license is valid, to check for past disciplinary action, or to make a complaint about an LVN or
PT.  
 e.     Forms/requirements:  There is no specific complaint form for the BVNPTE, however, an information
sheet on what is required to file a complaint is available by telephone or on their web site by clicking on how
to file a consumer complaint.
f.       Should the social worker or the client initiate?  The BVNPTE will accept complaints from any
party who has direct knowledge of the alleged incident. Either the client or the Social Worker can file a
written complaint. The complaint can be mailed or faxed (you would have to contact the Board directly to
obtain a fax number).
g.      What to expect:  The BVNPTE accepts complaints and investigates appropriate complaints of
unethical or illegal behavior by licensees. They will cross report and apparent criminal activity to appropriate
law enforcement agencies. Their administrative authority may allow them to suspend or revoke a licensee’s
license.
5.      DEPARTMENT OF REAL ESTATE
a.      Jurisdiction:  The Department of Real Estate (DRE) licenses Real Estate Professionals, and services the
Real Estate industry. Real Estate Licenses and Real Estate Broker’s Licenses can be verified electronically on
their web site, or through mail-in forms available on their web site.
         The Department of Real Estate also investigates complaints against Real Estate brokers and
salespersons accused of misleading or defrauding consumers. If they can prove a violation of the Real Estate
Licensing Law, a formal hearing may be held which could result in the revocation or suspension of the
agent's license.
b.      Contact:    
Department of Real Estate
320 West 4th Street
Suite 350
Los Angeles CA 90013-1105
         (213) 620-2072        
         http://www.dre.ca.gov/default.htm
c.      When to contact:  Contact the Department of Real Estate if it appears that a client may have been
defrauded, or is being defrauded by a Real Estate Professional related to a real estate transaction such as
illegal change of title, sale of a client’s home under unethical or illegal circumstances, or if it appears that a
transaction may have taken place under duress or without the client/owner’s knowledge. The Department of
Real Estate can investigate or take action against licensed Real Estate Agents, Brokers, or anyone posing as
a licensed agent or broker. Individual Criminal activities that may involve real estate initiated by private
individuals without involvement of a real estate representative must be referred to another investigative
agency (this would include possible fraud in a ‘for sale by owner’ transaction).
d.      How to initiate interaction: The web site can be used to verify if a Real Estate Agent or Broker’s
license is valid. On the DRE web site, click on DRE records, then on “Licensee lookup by name or license
identification number”. A complaint form will have to be filled out, signed, and submitted by the
complainant.    
e.      Forms/requirements:  The complaint form can be downloaded from their web site by clicking on
“consumers”, then on “filing a complaint with the DRE”, then on “use our complaint form RE 519”. Complaint
forms can be requested by telephone.
h.        Should the social worker or the client initiate?  The client will have to file the actual complaint
form for any action to take place.
g.      What to expect:  The on-line look-up for Real Estate Agents and Brokers is not easy to use, and exact
spellings of names, or preferably, license numbers would work best. It is unlikely that there will be much
actual contact with an employee from the DRE until they receive the signed complaint.
6.      CALIFORNIA BOARD OF REGISTERED NURSING
a.      Jurisdiction:  The California Board of Registered Nursing manages educational programs, licensing of
Registered Nursing, Legislative Interpretation, and enforcement of California Licensing requirements.
b.      Contact:    
State Of California Board of Registered Nursing
400 R Street, Suite 4030
Sacramento, CA 94244-2100
Ph (916) 322-3350
TDY# (916) 322-1700
FAX # (916) 327-4402
http://www.rn.ca.gov/
c.      When to contact:  If a client or other party that comes to the attention of the investigating Social
Worker appears to have abused or neglected by someone employed as a Registered Nurse (RN).
d.      How to initiate interaction:  The Board of Registered Nursing can be contacted by telephone. Most
likely APS Social Workers would speak to the enforcement division of the Board. There is an automated RN
License verification telephone line (#1-800-838-6828) where the validity of a given individual’s license can
be checked. A name and a: license number, or address can be checked on their web site.
The Board of Registered Nursing is familiar with receiving reports of unethical or illegal practice, patient
abuse, or violation of State Board requirements. They receive reports and share information with a variety of
Government agencies including the Department of Health Services and the Ombudsman. Anyone who is
concerned about illegalities or mistreatment of a client can make a report.    
e.      Forms/requirements:  A complaint form can be requested by telephone, by mail, or downloaded
from their web site.
f.       Should the social worker or the client initiate?:  According to the Enforcement Department,
anyone can initiate a complaint as long as it is in reference to a Registered Nurse. Complaints about Licensed
Vocational Nurses are referred to their own Licensing Board. The Board of Registered Nursing can initiate an
investigation regarding a complaint if it falls within their jurisdiction. Although the Board of Registered
Nursing has Administrative Authority only, they can refer cases where they feel disciplinary action is
necessary to the Attorney General’s (A.G.) Office. The A.G.’s Office may take further action against the
Registered Nurse in question if they feel this is necessary. The A.G.’s Office may refer these cases to various
law enforcement agencies if they feel that prosecution is appropriate.
g.      What to expect:  First, the Board of Registered Nursing must identify that they have jurisdiction over
what is being complained about. If so, they may investigate the complaint. They will need specifics about
what has occurred to be able to determine jurisdiction and whether to refer this complaint to the Attorney
General’s Office. The enforcement department states that they receive complaints of abuse or illegal activity
by Registered Nurses not infrequently. The Practice of the Nurse in question, not necessarily their intent will
be what the Board must rule on. A clear concise description of what has occurred with any relevant facts will
assist them in their investigation.
 7.     FEDERAL BUREAU OF INVESTIGATION
a.      Jurisdiction:  The Federal Bureau of Investigation (FBI) investigates cases where there may be a
violation of federal law, where jurisdiction for investigating a crime crosses state borders (they can bridge the
gap between two state investigations, or take charge of the investigation themselves). They also provide
consultation and assistance to other law enforcement agencies including federal, state, local, or international
agencies.
b.      Contact:    
         Federal Bureau of Investigation
Suite 1700, FOB 
11000 Wilshire Boulevard
Los Angeles, California 90024-3672
(310) 477-6565
c.      When to contact:  Contact the FBI when a crime that crosses State boundaries has been committed.
Generally, if FBI intervention is necessary, local law enforcement will contact them. In a situation where local
law enforcement declines involvement, the Social Worker might contact the FBI.
d.      How to initiate interaction:  According to FBI, they will accept telephone referrals (subject to their
discretion of course) or Face-to-Face interviews regarding reports of criminal activity that may fall under the
jurisdiction of the FBI.
e.      Forms/requirements:  There are no specific forms, however, if a Face to Face report is taken, the
Agent on Duty will complete an FBI report form. Duty Agents prefer clear and concise information: what has
happened, where, when, and to whom. For example, they most likely not investigate something that had just
begun to occur, that ‘might’ become a crime. They need to investigate criminal activity.
f.              Should the social worker or the client initiate?:  Duty Agents will speak to either, but would
likely prefer to interact with an agency rather than an individual. They have expressed that they feel more
likely to get clear information from another agency. This does not have to be a law enforcement agency.
 g.      What to expect:  When you contact by telephone (most likely the form your first contact will take) you
will first reach a receptionist, then be referred to the Agent on duty. They will expect a clear, concise account
of what crime you feel has been committed.
8.      NATIONAL ASSOCIATION OF SECURITIES DEALERS
a.      Jurisdiction:  The National Association of Securities Dealers (NASD) helps to Regulate the Securities
Industry through its membership. It provides education (for members and the general public). NASD also
investigates violations of their rules, and takes disciplinary action when infractions are found. They also play
a role in the mediation of disputes. Sanctions imposed by the NASD on Securities Dealers range from
censures to fines and suspensions to expulsion from the securities industry.
b.      Contact:    
1735 K Street, NW
Washington, DC 20006-1500
Fax: (866) 397-3290
http://www.nasd.com/
checking on your broker:
http://www.finra.org
         District 2-Southern California Office
         300 South Grand Avenue, Suite 1600
Los Angeles, CA 90071
(213) 229-2300
         Fax: (213) 617-3299
c.      When to contact:  Contact the National Association of Securities Dealers if you believe that a client
has been abused or neglected by a Securities Dealer through unethical or illegal activities.
d.      How to initiate interaction:  Either the client or the assigned Social Worker may contact the NASD
to ask a specific question about filing a complaint or requesting information. The actual process of
involvement by NASD required that a complaint form be submitted.
e.      Forms/requirements:  The NASD requires that one of their complaint forms be completed and signed
by the party submitting the complaint. The form is available at their web site or by calling
the Complaint. Center
f.       Should the social worker or the client initiate?:  According to the Los Angeles District Office, any
interested party can file a complaint on behalf of a victim; however, whoever files the complaint must be able
to state the nature of the complaint clearly and to supply any pertinent documentation about the complaint.
g.      What to expect:  The NASD web site is very large, and can be difficult to navigate. If encouraging a
client or family member to file a complaint, they may need assistance with using the site, or the Social
Worker may want to print out the form and give it to them. Complaints by telephone are usually routed to
the national complaint center. Clients may need assistance with completing the complaint form, and may
need the Social Worker to begin the form, or send it in for them when it is completed. The information that
the NASD can provide may assist the client or other investigators, the NASD may or may not take an active
role in seeking prosecution in a situation where a crime has been committed; particularly if the crime is not
directly related to Securities or Securities brokers.
9.      U.S. POSTAL INSPECTION SERVICE
a.      Jurisdiction:  Postal Inspection Service Officers are Federal Law Enforcement Agents who investigate
any potential criminal offenses as well as some civil offenses that occur through or are related to the U.S.
Postal System. They investigate mail fraud, theft of mail, identity theft, illegal telemarketing, and the misuse
of the postal system to send prohibited mail.
b.      Contact:    
U.S. Postal Inspection Service
United States Postal Service
P.O. Box 2000
Pasadena, CA 91102-2000
Phone: 626-405-1200
Fax: 626-405-1207
Complaint by mail:
Inspection Service Operations Support Group
ATTN: MAIL FRAUD
Ste. 1250
222 S. Riverside Plaza
Chicago, IL 60606-6100
Online:
http://postalinspector.uspis.gov/
Contact for special circumstances related to APS clients:
Public Information Officer: Mike McCarthy
Phone: (626) 405-1285 (DO NOT GIVE THIS NUMBER OUT)
c.      When to contact:  The US Postal Inspection Service investigates any type of crime related to the
United States Mail including actively investigating the following potential criminal activities: illegal
telemarketing, mail fraud, sweepstakes fraud, and identity theft. They have a useful web site that clients who
have on-line services can be referred to for further information about different types of consumer fraud,
particularly related to Seniors, and how to prevent it. The U.S. Postal Service might be contacted to
investigate an apparent fraudulent loss experienced by an APS client that involves the mail, illegal
telemarketing that is targeting an Elder or dependent adult; or theft of a client’s mail, checks, or identity.
d.      How to initiate interaction:  Clients who are able to act on their behalf can be directed to call the
U.S. Postal Inspection Service, or to file a complaint by mail or on-line. The complaint form available on-line
can be printed out and mailed in. The form is clearly directed at identifying the alleged wrongdoer, and even
if mailed does not require a signature (does not even have a signature line). The Social Worker could easily
complete this form for the client and send it in via email or mail.
e.      Forms/requirements: In most matters, a Mail Fraud Complaint Form is required, however, the Postal
Inspection Service is willing to discuss the situation before the form is completed; and they will consider
multiple victims even if some have not yet complained themselves.  
f.       Should the social worker or the client initiate?:  Postal Inspector Mike McCarthy said that APS
Social Workers may file a complaint on behalf of clients who are unable to do so themselves. Most complaints
made by phone by Social Workers can be routed through their main number (listed above) to the Inspector
on duty. For unusual or urgent APS related issues, Mike has volunteered to make himself available as a
contact for APS Social Workers (FOR APS USE ONLY, DO NOT GIVE OUT HIS DIRECT NUMBER). 
Complaints made by clients should be directed to the main number. The Inspectors need to receive contact
information if they are to pursue an investigation.
g.      What to expect:  The Postal Inspection Service investigates numerous crimes, and is particularly
interested in mail fraud or illegal telemarketing schemes directed at Seniors. Unfortunately, when an
investigation finds some type of crime, the inspectors may be tied up with court proceedings and the
following up of details for the prosecution. This sometimes takes up time that could be spent on other
investigations. A clear presentation of the possible crime that you want to bring to their attention will
increase the chances that they can take it on as an investigation. Less clear-cut situations may receive less
priority due to their caseload size.

  ________________________________________

IV.   REFERENCES
California Senate Bill 2199
California Welfare and Institutions Code 15633.5
California Penal Code 368
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