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Table 1.  Cases & Complaints per Area Office’

Total

N.E.

Buf.

Roch. Syr N.R. N¥C
Sample
Number of Cases 218 37 34 18 23 50 56
in Sample
Percent of Sample 17% 16% 8% 11% 23% . 26%
Number of Complaints in Sample 455 100 83 27 33 120 92
Percent of Sample 22% 18% 6% 7% 26% 20%
Total cases reported to Health Dept} 1240 210 183 96 145 278 328
2/90 - 1/91 (Percent of total) (17%) (15%) (8%) (12%) (22%) (26%)

1 Cases are the RHCF Complalnt Survey and Investigation Syslem documents completed by investigators for each Lnitial report.

Each case may include mors than one complaint.



Table 2. DLIs of Complaints by Area Office’

Total N.E. Buff. Roch. Syr. N.R. NYC
n=306 n=56 n=65 "n=26 n=22 n=67 n=70
DL = O 33% 77% - 42% 14% 57% 6%
DT = 1 12% - 4% 22% 19% 5% 3% 17%
DLI = 2 19% 7% 34% B% 41% 13% 16%
DLI = 3 14% 4% 9% 15% 18% 16% 21% E{‘
DLI = 4 or 5 24% 9% 35% 15% 23% 10% 40%

Note: Deficit Level Index (DLI) rates the severity of each complaint:
= unsustalned and no harm

ne harm

ne harx, but it continued over time will lead to harm .

no harm, but potential for harm from 1 incldent or harm not needing physieian intervention
harx warranting physiclan intervention

hars is physical and life threatening

Lo Y —
Hoaen e

Footnote: Comparisons of DLIs across area offlces should be viewed with caution. Some arez offlces assigned a OLI of 0 only for cases found to be unsustalnad after =
investigation; therefore, these Tigures do not tell us what the severity would have been if the complaint had heen sustained.



Table 3. Methods of Investigation

Total N.E. Buf. Roch. Syr. N.R. NYC
n=218 , n=37 n=34 n=18 n=23 n=50 n=56
*Onsite Visits 1 20% 78% 100% 89% 73% 98% _ 91%
*Offsite Visits 2 10% 22% —_—— 11% 27% 2% 9%
For Offsite Visits only:
Phone Calls only 82% 100% - 100% 50% ———— 100%
Letter only 14% | me—— - —_——— 50% —-——— —————
Both 4% ——— —— | e 100% —————

1 Thils includes cases that have on-site visits with off-site visits.
2 This ipeludes cases with only off-site wisits,
* Significant differences Tolnd between area offices; (ps0.01).



Table 4. Timeliness of Investigation & Response to Complainant (in days)
by Area Office

Mean Days Total N.E. Buf. Roch. Syr. N.R. NYC
From Initial Report To: n=207 n=32 n=34 n=18 n=23 n=48§ n=54
Initial Contact
(onsite or offsite) 18 11 17 12 14 26 19
Onsite Visit

19 11 17 13 i5 26 21
Offsite visit only

11 B —— 1 8 2 20
completion of Investigation 7

83 79 44 59 70 116 92
*Response to Complainant

130 137 56 90 169 193 115
Difference hetween com-
pletion of investigation 47 58 12 31 99 77 23
& response to complainant
*Significant differences Tound between: New Rochalle, Biffalo, Rochester amd Syracuse; {ps0.03).

Note: All numbers over 300 days were confirmed with the record.
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Table 5. Timeliness of Investigation and Response to Complainant (in days)

by DLI
Mean Days ' DLI= 0 1 2 3 445
From Initial Report To: n=138 n=25 n=36 n=31 n=46
Initial Contact 4
(Onsite or Offsite) NGTE 38 24 14 12
Onsite Visit . :
39 24 15 12
Offsite Vvisit Only
' 4 11 33 5
o
o~
Completion of Investigation
99 93 74 70
Response to Complainant
117 126 123 101

Footnote: Some area offleces assigned a DLI of O only for cases found to be unsustained after an investigation; {herefore, these figures do not tell we what the saverity woul
have been If the complaint had been sustained. Comparisons of DLIs acrosc area offlices should be viewed with cautlon.



Table 6. Professional Time Spent on the Case Investigations (in hours) !

Total N.E. Buf. Roch. Syr. N.R. NYC
n=218 n=37 n=34 n=18 n=23 n=50 n=56

Mean Professional Time 9.8 7.5 10.1 8.2 14.0 11.0 8.9

[ndividual Professional Tasks

Onsite Visits 3.4 3.3 4.6 2.2 3.6 3.5 3.0

* Telephone Interviews 0.5 0.4 0.1 0.1 1.1 0.3 0.9
Travel l.6 1.0 1.4 l.l 1.6 2.0 1.6
Consultations 0.6 0.3 Q.0 1.6 0.7 0.4 0.9
Write Report 4.0 3.0 4.1 3.2 6.8 4.8 2.8

! These numbers represent the average number of hours spent on eech case. The hours are rounded to the nearest decimal.
Henee, the sum of the individual professional tasks does not always equal the total mean protessional time.

QSiﬂnificant differences found between: Syracuse, Buffalo and Rochester;

{p=0.01).
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Table 7. Complaint Resolutions per Area Office

Total N.E. Buf. Roch. Syr. N.R. NYC
n=455 n=100 n=83 n=27 n=33 n=120 n=92
Jnsustained 68% 76% 54% 63% 39% 68% BO%
sustained 31% 23% 46% 37% 61% 28% 16%

P

]e: There were a Tew complalnts that were unsustained but actions were taken., Therefore all columns do not equal 100%,
The sustalned complalnts include those complaints wWhere an SOF or 500 was done, but neither sustalpmed or unsustalned was checked.
Sipnificant differences Tound between area offlices; (p=0.001).



Table 8. SUSTAINED

cases by Method of Investigation

Total N.E. .Buft. Roch. Syr. N.R. NYC

n=67 n=9 n=16 n=5 n=10 n=17 n=10

*Onsite Visits 89% 100% 100% 100% 5B% 94% 80%

*O0ffsite Visits Only 11% e ——— ———— 42% 6% 20%
For Offsite Visits only:

Pheone Calls only 56% - —_——— —-——— 43% ——— 100%

Letter oniy 13% ———= e —-—— 29% - ———-

Both 31% ——— ———— ———- 29% 100% e

i A sustained case 1s one in which at least one complaint in the case was sustained
* Significant differences were found between area offices; (p=0,03}.




Table 9. Actions Taken On Cases by Each Area Office’

Total N.E. Buf. Roch. Syr. N.R. NYC

n=218 n=37 n=34 n=18 n=23 n=50 n=56
*% NONE 76% 89 68% 83% 54% 66% B9%
* SUMMARY OF FINDINGS (SQF) 10% 3% 18% ——— 26% 10% 7%
* STATEMENT OF DEFICIENCIES (S0D) 11% 8% 15% 6% 18% 20% ———
*% FOLLOW-UP ON SURVEY (FUS) 1% ——— —-——— 11% ——— e — —_———
FOCUSED-SURVEY 0% ———— ———— e ——— ——— ———
OTHER (Primarily letters) 2% -—— ———— -— —— 4% 4%

2 ;
SITE OBSERVATIONS MADE 4% 3% ———- 6% 5% B% 4%

a

The HHCF Complaint Survey and Investigatlon System documents gives the following choices
¥hile in the facility, investlgators observed other possible problems and referred these to survey staff by filling out a specific form for thie purpose.

These reglons were signiticantly different; '$
These reglons were significantly ditferent;

p<.01).
p<0.05).

for actions taken on a case: 50F,; S0D

Follow-Up on Survey and Focused Survey,
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Table 10. Actions taken on SUSTAINED CASES by each Area Office!

Total N.E. Buf. Roch. Syr. N.R. NYC

n=71 n=11 n=16 n=>5 n=12 n=18 n=9
NONE 42% 73% 31% 60% 33% 33% 44%
SUMMARY OF 'FINDINGS (SOF) 21% -——- 38% ———— 33% 11% 33%
STATEMENT OF DEFICIENCIES (SOD) 31% 27% 31% 20% 33% 50% ——
FOLLOW~UP ON SURVEY (FUS) 1% ——— —_—— 20% ————— ——— ——
FOCUSED SURVEY ——— ——— ——— ——— —— ——— —
OTHER 4% - ———— _— -— 6% 22%

A Sustained Case is one in which at least 1 complaint in the case was sustained.




Table 11. Sustained Complaints by DLI and Action Taken by Area office'
.Total N.E. | Buff. Roch. sSyr. N.R. NYC
n=130 n=15 n=40 n=9 n=14 n=35 n=17
LI = 0 None= 92% (8)  100% e —_— —— (2) 67%| (1) 100%
= 12 S50F= —-—--- ————— e ——— —_——— —_——— ————
* S0D= 8% _— ———— ——— _— (1) 33% ———
LI = 1 None= 100% | (1) 100%|(1) 100% e (1)  100% _— ————
= 3 SOF= ———- ———— —_—— —_—— ———— ——
SOD= ———- ——— ———— ——— -— ——— T
LI = 2 None= 57% |(2)  100%|(14)  78%|(2)  100%|(1) 25% | (2) 20% ————
= 37 SOF= 11% _— —— ——— (3) 75% —— (1)  100%
SOD= 32% - (4) 22% ——— ——— (8) 80% ————
LT = 3 None= 17% —— ———— (3) 100%|  ———- (2) 17% _—
= 29 SOF= 17% —— _— —— (3) 75% ———— (2)  100%
SOD= 66% ——— (8)  100% —— (1) 25%| (10)  83% e
LI = 4 or 5 None= 27% —— (6) 46%|  ---- (1) 20%] (1) 10%| (5) 38%
= 49 SOF= 20% —— ——— —-— ———— (2) 20%| (8) 62%
SOD= 53% | (4) 100%| (7} 54%|(4)  100%] (4) 80%| (7) 70% -——

“In thls table the action taken 1s the resolutien checked per complaint.
ne = sustalined complaint, but SOF and SUIF Were pot Ghecked.

Due teo area office variations in the assignment of DLI = 0, it 1s unclear how the data should be

interpreted Ter these Tigures.
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