Links to Oregon Benchmarks
	Agency Name: Long-Term Care Ombudsman, Office of the




Last Revised:  12/13/02

	Contact Person: Kathy Walter
	Phone: 503-378-6533

	Alternate Contact: Meredith Cote
	Phone: 503-378-6533

	Related Oregon Benchmarks (OBMs) or High-Level Outcomes (HLOs):

OMB 51: Substantiated elder abuse rate per 1,000 Oregonians age 65 and older.

Mission statement: To enhance the quality of life, improve the level of care, protect the rights of the individual and promote the dignity of each Oregon citizen living in a nursing facility, residential care facility, assisted living facility or adult foster care home.

Federal legislation: Section 307 (a) (12) and Section 712 of the Older Americans Act, as amended.

State enabling legislation: ORS 441.100-153.

	Agency Goal
	OBM#
HLO#
	Key Performance Measure
	PM #
	PM Since
	New or Mod.?
	2000 Value
	2005 Target
	Lead Division or Unit (Optional)


	Goal #1: Identify, investigate and resolve complaints made by or on behalf of residents of long-term care facilities.
	Mission
	Percentage of non-referred* complaints that are partially or fully resolved.
	11400-01
	1987
	Mod.
	84%
	85%
	

	Goal #1:
	Mission
	Average initial response time to non-referred* cases.
	11400-02
	
	New
	.98 days
	.90 days
	

	Goal #1:
	Mission
	Average time to close non-referred* cases.
	11400-03
	
	New
	32.78 days
	30 days
	

	Goal #1:
	OBM 51 & Mission
	Percentage of abuse complaints that are referred appropriately.
	11400-04
	
	New
	95%
	97%


	

	Goal #1:
	OBM 51 & Mission
	Average initial response time to abuse complaints.


	11400-05
	
	New
	.83 days
	.80 days
	

	Agency Goal
	OBM#
HLO#
	Key Performance Measure
	PM #
	PM Since
	New or Mod.?
	2000 Value
	2005 Target
	Lead Division or Unit (Optional)

	Goal #2: Establish a routine presence in long-term care facilities using a cadre of trained program volunteers.
	Mission
	Percentage of facilities visited at least once a quarter:
	
	
	
	
	
	

	Goal #2:
	
	Nursing facilities
	11400-06
	1987
	Mod.
	53%
	55%
	

	Goal #2:
	
	Assisted living and residential care facilities
	11400-07
	1987
	Mod.
	28%
	30%
	

	Goal #2:
	
	Adult foster care homes
	11400-08
	1987
	Mod.
	1.9%
	10%
	

	Goal #2:
	Mission
	Number of Certified Ombudsmen.
	11400-09
	1987
	Mod.
	178
	185
	

	Goal #2:
	Mission
	Percent of ombudsman trainees reporting satisfaction with the six-day certification program.
	11400-10
	
	New
	99%
	99%
	

	Goal #2:
	Mission
	Number of RAP/CHAT (friendly visitor) volunteers.
	11400-11
	
	New
	62
	78
	

	Goal #3: Ensure that consumers, the public, facility staff and agencies are aware of the Ombudsman Program and its services.
	Mission
	Number of requests for assistance and consultations from consumers, the public, facility staff and agencies.
	11400-12


	
	New
	3,087
	3,300
	

	Goal #4: Advocate for system-wide changes that promote and protect the rights and interests of long-term care residents.
	Mission
	Number of legislative, regulatory and policy issues in which program had significant input.

Will establish baseline in 2003 and set target.
	11400-13
	
	New
	Not available
	To be determined
	


*Non-referred complaints are those complaints investigated and resolved by the agency and not referred to another entity (e.g., Adult Protective Services).

Performance Measure Data Summary
	Agency Name: Office of the Long-Term Care Ombudsman

	Contact Person: Kathy Walter
	Phone: 503-378-6533

	Alternate Contact: Meredith Cote
	Phone: 503-378-6533


	Performance Measure Definition
(numbered as shown below)
	Data
	Targets 

	
	1998
	1999
	2000
	2001
	2002

Estimate
	2000
	2001
	2002
	2003
	2004
	2005

	Agency # - 11400-01
Percentage of non-referred* complaints that are partially or fully resolved.
	86%
	86%
	84%
	78%
	75%
	
	
	
	75%
	80%
	80%

	Agency # -  11400-02

Average initial response time to non-referred* cases.
	.93 days
	.63 days
	.98 days
	1.33 days
	1.24 days
	
	
	
	1.00 days
	.95 days
	.90 days

	Agency # - 11400-03

Average time to close non-referred* cases.
	29.70 days
	33.68 days
	32.72 days
	39.29 days
	33.86 days
	
	
	
	32 days
	31 days
	30 days

	Agency # - 11400-04

Percentage of abuse complaints that are referred appropriately.
	86%
	90%
	95%
	94%
	96%
	
	
	
	97%
	97%
	97%

	Agency # -11400-05

Average initial response time to abuse complaints.
	.60 days
	.84 days
	.76 days
	.92 days
	.68 days
	
	
	
	.70
	.70
	.70 days

	Percentage of facilities visited once a quarter:**
	
	
	
	
	
	
	
	
	
	
	

	Agency # - 11400-06
Nursing facilities
	40%
	45%
	53%
	49%
	N/A
	
	
	
	52%
	55%
	55%

	Agency # - 11400-07

Assisted living and residential care facilities
	22%
	24%
	30%
	33%
	N/A
	
	
	
	33%
	33%
	33%

	Agency # - 11400-08

Adult foster care homes
	3.8%
	3.6%
	1.9%
	1.5%
	N/A
	
	
	
	5%
	8%
	10%

	Agency # - 11400-09

Number of Certified Ombudsmen
	165
	156
	178
	196
	175
	
	
	
	177
	179
	180

	Agency # - 11400-10

Percent of ombudsman trainees reporting satisfaction with the six-day certification program.
	N/A
	86%
	99%
	91%
	96%
	
	
	
	98%
	99%
	99%

	Agency # - 11400-11

Number of RAP/CHAT (friendly visitor) volunteers.
	32
	45
	62
	66
	71
	
	
	
	73
	75
	78

	Agency # - 11400-12

Number of requests for assistance and consultations from consumers, the public, facility staff and agencies.***
	2,949
	3,011
	3,087
	3,535
	3,500
	
	
	
	3,500
	3,500
	3,500

	Agency # - 11400-13

Number of legislative, regulatory and policy issues in which program had significant input.

Will establish baseline in 2003 and set target.
	N/A
	N/A
	N/A
	N/A
	N/A
	
	
	
	
	
	TBD


*Non-referred complaints are those complaints investigated and resolved by the agency and not referred to another entity (e.g., Adult Protective Services).
**Numerous facilities receive weekly or biweekly visits for periods of time during the year. In fact, the yearly average number of facility visits for 1998-2001 is 10,969. This measure represents the consistent visitation necessary to establish routine presence.

***This number is distinguished from the total number of complaints program representatives respond to each year, which averaged 5,940 for the years 1998-2001.

 DATA SOURCES – LONG-TERM OMBUDSMAN, OFFICE OF THE
	Key Performance Measure
	PM #
	Data Source

	Percentage of non-referred complaints that are partially or fully resolved.
	11400-01
	From case reports submitted by ombudsman staff and volunteers.

	Average initial response time to non-referred cases.
	11400-02
	From case reports submitted by ombudsman staff and volunteers.

	Average time to close non-referred cases.
	11400-03
	From case reports submitted by ombudsman staff and volunteers.

	Percentage of abuse complaints that are referred appropriately.
	11400-04
	From case reports submitted by ombudsman staff and volunteers.

	Average initial response time to abuse complaints.
	11400-05
	From case reports submitted by ombudsman staff and volunteers.

	Percentage of facilities visited at least once a quarter:
	
	

	Nursing facilities
	11400-06
	From monthly activity reports submitted by staff and volunteers.

	Assisted living and residential care facilities
	11400-07
	From monthly activity reports submitted by staff and volunteers.

	Adult foster care homes
	11400-08
	From monthly activity reports submitted by staff and volunteers.

	Number of Certified Ombudsmen.
	11400-09
	From the agency’s monthly report of program volunteers.

	Percent of ombudsman trainees reporting satisfaction with the six-day certification program.
	11400-10
	From evaluation surveys of certification program completed by participants.

	Number of RAP/CHAT (friendly visitor) volunteers.
	11400-11
	From the agency’s monthly report of program volunteers.

	Number of requests for assistance and consultations from consumers, the public, facility staff and agencies.
	11400-12


	From case reports submitted by ombudsman staff and volunteers.

	Number of legislative, regulatory and policy issues in which program had significant input.

Will establish baseline in 2003 and set target.
	11400-13
	From monthly activity reports submitted by staff.
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FINAL
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Rita Conrad
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Jeff Tryens

	Mission:  To enhance the quality of life, improve the level of care, protect the rights of the individual and promote the dignity of each Oregon citizen living in a nursing facility, residential care facility, assisted living facility or adult foster care home.


Summary

The DAS Performance Measure Review Committee has reviewed this agency’s 13 performance measures and finds that they meet all five basic criteria as specified in the Performance Measure Guidelines. The measures are well aligned with four goals, a mission statement and Oregon Benchmark #51, Elder Abuse. They represent a concise but comprehensive perspective of the agency’s responsibilities. All have targets that appear to be ambitious but realistic. Data sources look sound.

Comments and recommendations specific to basic criteria 

1. Gauge progress towards goals and pertinent benchmarks 

This agency presents 13 performance measures that are well aligned with four goals and its mission and mandate. In addition, the agency identifies a primary link to Oregon Benchmark #51, Elder Abuse.

2. A few key measures 

The agency has done a good job of providing key measures for its operation.

3. Conforms to standard concepts and definitions 

Within the 13 performance measures there are five outcomes, three efficiency measures, two outputs and one customer satisfaction measure. This is a good mix of measures.  It should be noted that although having the appearance of input measures, measures #9 and #11 (number of certified ombudsmen and number of RAP/CHAT volunteers) are a result of the agency’s outreach and training strategy, and are therefore considered to be outcome measures.

4. Targets 

The agency has set targets for all of its measures. In addition, all targets can be compared to 2000 data points, and appear to be ambitious but realistic. 

Accurate and reliable data 

A clear data sources sheet is included. Data appear to come from accurate, reliable and verifiable sources.
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