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II. KEY MEASURE ANALYSIS

2006

LONG-TERM CARE OMBUDSMAN, Office of

Percent of customers rating their satisfaction with the agency’s customer service as “good” or “excellent”: overall customer

service, timeliness, accuracy, helpfulness, expertise and availability of information.

To achieve excellent customer satisfaction.

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

441.100-153.

Survey of customers who contacted the Agency for assistance.

Customers Rating Service Good or Excellent
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Office of the Long-Term Care Ombudsman, Mary Jaeger, Director, 503-378-6533.

KPM #8

Goal

Oregon Context

Data Source

Owner

1. OUR STRATEGY

Providing excellent customer service to facility residents is important to improving the Agency's performance and achieving its goals.

2. ABOUT THE TARGETS

Page 28 of 32
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