Links to Oregon Benchmarks, continued



Legislatively Adopted Performance Measures, 2005-07

	Agency Name: 
LONG-TERM CARE OMBUDSMAN, OFFICE OF THE
	
	

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




	Agency Name:
Long-Term Care Ombudsman, Office of the

	Col-1
	Col-2
	Col-3
	Col-4
	Col-5
	Col-6
	Col-8

	Agency Goal
	OBM#
HLO#
	Key Performance Measure (KPM)
	PM No.
	2006 Target
	2007 Target
	Lead Unit or Division

	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. (See Note #1)
	01
	80%
	75%
	

	Goal #1:
	Mission
	Average initial response time to non-referred cases. (See Note #1)
	02
	1.5
	1.5
	     

	Goal #1:
	Mission

	Average time to close non-referred cases. (See Note #1)
	03
	36
	36
	     

	Goal #2: Establish a routine presence in long-term care facilities using a cadre of trained program volunteers
	Mission

	Percentage of nursing facilities visited once a quarter
	04
	55%
	55%
	     

	Goal #2:
	Mission
	Percentage of assisted living and residential care facilities visited once a quarter
	05
	35%
	35%
	     

	Goal #2:
	Mission

	Percentage of assisted adult foster care homes visited once a quarter
	06
	10%
	10%
	

	Goal #3: Ensure that consumners, the public, facility staff and agencies are aware of the Ombudsman program and its services.
	Misson

	Number of requests for assistance and consultations from consumers, the public, facility staff and agencies. (See Note #3)
	07
	4,100
	4,100
	     

	     
	

     

	Percent of customers rating their overall satisfaction with the agency above average or excellent.
	08
	N/A
	N/A
	     

	     
	     
	Percent of customers rating satisfaction with agency services above average or excellent for:
	09
	
	
	     

	     
	

     

	   A:  Timeliness
	   
	N/A
	N/A
	

	     
	     
	   B:  Accuracy
	   
	N/A
	N/A
	     

	     
	     
	   C:  Helpfulness
	   
	N/A
	N/A
	     

	
	

     

	   D:  Expertise
	   
	N/A
	N/A
	     

	     
	     
	   E:  Information Availability
	   
	N/A
	N/A
	     

	* Note for measures #1, #2 and #3: Non-referred complaints are those complaints investigated and resolved by the agency and not referred to another entity (e.g., Adult Protective Services).
	
	
	
	
	
	

	** Note for measures #4, #5 and #6: Numerous facilities receive weekly or biweekly visits for periods of time during the year. In fact, the yearly average number of facility visits for 1999-2003 is 12,850. This measure represents the consistent visitation necessary to establish routine presence.
	
	
	
	
	
	

	*** Note for measure #7: This number is distinguished from the total number of problems program representatives respond to each year, which averaged 4,746 for the years 1999-2003.
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