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Executive Summary
The Legislative Auditor under the authorization of West Virginia Code
ß4-2-5 conducted a review of the Board of Registered Nursesí complaint
process. For this review, the Legislative Auditor wanted to determine how
long it takes for the Board to inform licensees of a complaint against their license, and how long it took to resolve a complaint. Of the 100 files sampled,
only 49 files contained information from which the Legislative Auditor could
determine a complaint origination date and the case closing date. From these
49 files, the Legislative Auditor found that complaints took an average of 319
days before final resolution. This is a long time since nurses have to wait almost
a year for a complaint on their license to be resolved.
Also in the sample, the Legislative Auditor calculated the time that it
took for the Board to send a letter to the licensee informing them that a complaint had been filed against their license. From the 1999 - 2001 sample, the
Legislative Auditor found documentation that identified the complaint date and
the date the letter was sent to notify the licensee in 63 cases. The median time
in these cases was 35 days or 5 weeks. However, almost one-third of the
cases took from 53 days up to 275 days, which is 2 to 9 months. It is in the
Legislative Auditorís opinion that 5 weeks is unsatisfactory when notifying
licensees of a complaint against their license, especially since almost one-third
of the time it takes the Board 2 to 9 months to inform licensees.

Recommendation
1.
The Board needs to improve the time it takes to inform licensees
that a complaint has been filed against their license.

Recommendation
2.
The Board should include copies of documentation in to their files
that show dates of when a case complaint was received, dates of correspondence to the licensee, and any other dates representing different stages
of the complaint resolution process.
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Review Objective, Scope and Methodology
This review of the Board of Registered Nurses was conducted in accordance with the West Virginia Sunset Law, Chapter 4, Article 2, Section 5 of
the West Virginia Code.

Objective
The objective of this review is to determine whether the Board responds to complaints against licensees in a timely manner. The review will also
analyze the length of time it takes to complete a case against a licensee.

Scope
This review samples cases completed during the calendar years 1999
through 2001.

Methodology
Information compiled in this report has been acquired from interviews
with staff of the Board, information provided by the Board, and a review of the
Boardís case files. Every aspect of this review complied with Generally Accepted Government Auditing Standards (GAGAS).
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Issue 1
The Board of Registered Nurses Does Not Respond to Complaints
Against Licensees in a Timely Manner.
The Legislative Auditor under the authorization of West Virginia Code
ß4-2-5 conducted a review of the Board of Registered Nursesí complaint
process. For this review, the Legislative Auditor wanted to determine how
long it takes for the Board to inform licensees of a complaint against their
license, and how long it took to resolve a complaint. According to a sample of
complaints received by the Board from 1999 - 2001, the Board took 35
days or 5 weeks before it informed licensees that a complaint had been
filed against their license, however almost one-third of the cases took
from 53 days up to 275 days. The average complaint from this sample was
resolved in 319 days. This is a lengthy process, and the time to inform licensees of complaints against them lengthens the process unnecessarily. The Legislative Auditor also found two complaints from licensees regarding the timeliness of the process.

Sample Methodology
The Legislative Auditor reviewed a sample of 100 Board licensee files
in which a complaint had been received from 1999 - 2001. The following
categories were reviewed in each file:
ï
Date the complaint was received by the Board. If there was
not a date received stamp on the complaint, then the date the letter was written
was used.
ï
Date the letter was sent by the Board. This was determined in
most cases by the postage stamp date on the certified mail receipt. In cases
where the receipt was not included or unintelligible, the date the letter was
written was used.
ï
Date the letter was received by the licensee. This was determined if available by the postage stamp date on the certified mail receipt.
ï
Date the case was completed. Determined by the date the
letter was written to the licensee stating the outcome of the case.
ï

Type of complaint.

ï

Action taken against licensee.
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In addition, some notes were taken on individual cases, that may have
warranted questions by the Legislative Auditor.

Sample Results
The Board stated that the reason that cases take a long time is because
most nurses are represented by attorneys which increases the time that the case
takes to reach final resolution. In reviewing the files of the Board, the Legislative Auditor found that attorneys were involved in many of the cases, although
the Legislative Auditor could not determine if that was the cause of the delay.
The Legislative Auditor also observed that the files would include detailed personnel requests from employers, in addition to medical information from doctors which also could possibly delay the process. Nurses do remain employed
during the complaint investigation process, although nurses that have been fired
may be hindered by the lengthy complaint process if they have trouble finding
new employment because of an ongoing investigation into their license.
Of the 100 files sampled, only 49 files contained information from which
the Legislative Auditor could determine a complaint origination date and the
case closing date. From these 49 files, the Legislative Auditor found that complaints took an average of 319 days before final resolution. This is a long
time since nurses have to wait almost a year for a complaint on their license to
be resolved.
Also in the sample, the Legislative Auditor calculated the time that it
took for the Board to send a letter to the licensee informing them that a complaint had been filed against their license. From the 1999 - 2001 sample, the
Legislative Auditor found documentation that identified the complaint date and
the date the letter was sent to notify the licensee in 63 cases. The median time
in these cases was 35 days or 5 weeks. However, almost one-third of the
cases took from 53 days up to 275 days, which is 2 to 9 months. It is in the
Legislative Auditorís opinion that 5 weeks is unsatisfactory when notifying licensees of a complaint against their license, especially since almost one-third of the time it takes the Board 2 to 9 months to inform
licensees. While responsibility cannot be determined, the excessive length of
time for a licensee to be informed of a complaint should be a concern for the
Board. In addition, the Legislative Auditor did note that two licensees had
written to the Board complaining of the length of time that the case was taking.
This also is evidence that the Board is experiencing some delays.
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Conclusion
The Legislative Auditor finds that the Board of Registered Nurses should
be concerned with the time frames for resolution of complaints. A sample of
49 cases found that the average case takes 319 days to be resolved. While
there are some extenuating circumstances involved in resolving cases, such as
the involvement of attorneys and retrieving medical records, another analysis of
the sample shows that there could be some delay caused by the Board. This
analysis found that the Board takes a median of 35 days to inform a licensee of
the details of a complaint filed against them, and that in almost one-third of the
sampled cases it took the Board 2 to 9 months to inform licensees of complaints. In the opinion of the Legislative Auditor 35 days (5 weeks) is unsatisfactory.

Recommendation
1.
The Board needs to improve the time it takes to inform licensees
that a complaint has been filed against their license.

Recommendation
2.
The Board should include copies of documentation in to their files
that show dates of when a case complaint was received, dates of correspondence to the licensee, and any other dates representing different stages
of the complaint resolution process.
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Appendix A

Transmittal Letter to Agency
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Appendix B

Agency Response
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