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Get Connected. Get Answers.




Child or Adult Abuse/Neglect Call Protocol

Scope/Purpose: Although 2-1-1 Idaho CareLine is not a formal crisis line, occasional requests for assistance from people in crisis are received. This document offers the protocol and guidelines on how to handle a child or adult abuse/neglect call. The CareLine handles crisis calls with special emphasis on connecting the caller with a “live” intake worker. 
2-1-1 Idaho CareLine Abuse/Neglect Call Protocol:

Remember, the call we receive may be the only time the caller may attempt to report the abuse/neglect situation.  We need to always connect the caller to a “live” intake worker; do NOT transfer the caller to a voice mail.  If the caller expresses reluctance about giving their personal information to an intake worker, re-assure the caller they can choose to stay anonymous if they wish.  Ask the caller to stay on the line until you reach an intake worker.  Please let the caller know it may take a few minutes to reach a live person, but to remain on the line until you are able to connect the caller.  If you are unable to find a “live” intake worker, call the next closest office until you are able to reach an intake worker who can take the report.

If the child or adult is in immediate danger, 

           advise the caller to dial 9-1-1.

Child Protection Service:

If the caller indicates they would like to report child neglect or abuse, we should always transfer to the caller to a “live” intake worker with Child Protection Services at the local Children and Family Services Office.  If the caller indicates concern about a child living in another state, give the toll-free information and referral service phone number to the appropriate state and/or look up the Child Abuse/Neglect reporting hotline phone number in “The National Directory of Children, Youth and Families Services”.  Idaho is one of many states which has mandatory reporting requirements, Idaho Code § 16-1619, for when child abuse, abandonment or neglect is suspected. This law applies to everyone and it says that any person who has reason to believe that a child is being abused, neglected or abandoned MUST report this to the local law enforcement agency within 24 hours or the local Children and Family Services. The failure to report suspected abuse, neglect or abandonment is a misdemeanor.

Adult Protection Service:

If the caller indicates they would like to report adult abuse or neglect, we should always transfer to the caller to a “live” intake worker at the local Area Agency on Aging Office.  If the caller indicates concern about an adult living in another state, give the toll-free information and referral service phone number to the appropriate state.  This service is under the Adult Abuse, Neglect and Exploitation Act (Idaho Code § 39-5301 et seq.) to protect vulnerable adults. A “vulnerable adult” is a person 18 years of age or older who is unable to protect himself from abuse, neglect, or exploitation due to physical or mental impairment that affects the person’s judgment or behavior to the extent that he or she lacks sufficient understanding or capacity to make, communicate, or implement decisions regarding his or her person. Adult Protection investigates allegations of abuse, neglect, self-neglect, or exploitation involving vulnerable adults residing in the community or in a care facility, makes appropriate referrals to law enforcement, and arranges for the provision of necessary services. Because a vulnerable adult’s freedom of choice and right to self-determination must be honored, Adult Protection’s actions must place the fewest possible restrictions on a vulnerable adult’s personal freedom. Failure to report any Adult Abuse/Neglect case is considered a misdemeanor.

Note: The 2-1-1 Idaho CareLine has written crisis intervention policies and procedures that provide call handling protocols for specific types of emergencies. Because the 2-1-1 Idaho CareLine is not a crisis line, the policies and procedures relating to endangerment situations provide for the 2-1-1 operator to stabilize the caller and immediately connect that caller with the appropriate trained expert who can conduct a lethality assessment and put into action the appropriate protective measures.
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