Top 20 Complaints by Category for Board and Care Facilities

FFY 1996-2001

1996 1997 1998 1999 2000 2001
Complaint Categories Total % Rank|Total (% Rank|Total % Rank|Total (% Rank|Total |% Rank|Total (%
Group  See Table B-1 for Codes 31,660 30,783 34,696 37,953 41,397 50,152
J. 71 Menu-quantity, quality, variation, choice 1459 461% 1 1499 487% 1 1792 516% 1 1816 478% 1 2060 498% 1 2,736 5.46%
F. 44 Medications-administration, organization 1,154 3.64% 3 1,113 3.62% 20 1433 4.13% 2| 1,682 4.43% 2| 1,844] 4.45% 2| 2,234 4.45%
D. 26 Dignity, respect-staff attitudes 9078 3.09% 4 918 298% 7 1129 325% 4 1336 352% 4 1,491 360% 3 1,915 3.82%
C. 19 Discharge/eviction-planning, notice, procedure 915 2.89% 6 1,000 3.25% 5 1,216 3.50% 3 1,365 3.60% 3 1,421 3.43% 4 1,691 3.37%
K. 19 S;‘f‘;'t@me”t’b”"d'“g'd'srepa"' hazard, poor lighting, fire 952 301% 5 1058 3.44% 4 1023 295% 6 1300 343% 5 1261 305% 5 1486 2.96%
K. 78 Cleanliness, pests 718 227% 10 909 295% 8 927 267% 8 1133 299% 6 1,001 2.64% 6 1419 2.83%
F. 45 Personal hygiene 912 288% 7 1093 355% 3 940 2.71% 7 914 241% 8 1,061 256% 7 1,163 2.32%
M. 97 Shortage of staff 636 201% 13 614 199% 13 720 208% 12 836 2.20% 12 1,001 2.42% 9 1,149 2.29%
F. 42 Care plan/resident assessment 531 1.68% 17 505 1.64% 18 664 1.91% 15 754 1.99% 15 1,025 2.48% 8| 1,146 2.29%
E. 38 Personal property lost, stolen, used by others, destioyed | o7 4 gaor 14 576 1.87% 14 691 1.99% 14 789 2.08% 14 867 2.00% 12 1,080 2.15%
E. 36 i‘:g:%’g?irgr‘;zz"“ce' approval, questionable, accounting  ¢19 5 0m0s 12 676 2200 11 724 200% 11 825 247% 13 928 224% 10 1,061 2.12%
E. 37 ;‘?}f:’;ﬂ:g;‘:; t“:;’:rizzg‘*d’ access denied, deposits & - g15 55600 9 728 236% 9 887 256% 9 929 245% 7 806 195% 14 1012 2.02%
D. 27 Exercise choice and/or civil rights 574 1.81% 15/ 539 1.75% 17/ 644 1.86% 16/ 719 1.89% 16/ 701 1.69% 17/ 1,009 2.01%
F. 40 Accidents, improper handling 676| 2.14% 11} 546 1.77% 16/ 698 2.01% 13| 843 2.22% 10/ 886 2.14% 11/ 1,009 2.01%
A. 1 Physical abuse 1201 408% 2 938 305% 6 1044 301% 5 901 237% 9 847 205% 13 979 1.95%
A. 3 Verbalimental abuse 822 260% 8 652 212% 12 797 230% 10 843 222% 10 802 194% 15 895 1.78%
F. 48 fé’r’:éﬁ’ttlzr:s unattended, no notice to others of change in- e 4 7800 16 464 151% 20 577 1.66% 17 644 170% 17 703 170% 16 895 1.78%
M. 100 Staff unresponsive, unavailable 400| 1.26% 27 377 1.22% 28 465 1.34% 25 533] 1.40% 24 552| 1.33% 26 859 1.71%
M. 98 Staff training, lack of screening 386 1.22% 28| 447 1.45% 22| 483 1.39% 24\ 573 1.51% 20/ 603 1.46% 20/ 848 1.69%
A 5 Gross neglect 500 158% 18 705 229% 10 562 162% 18 614 162% 18 649 157% 18 798 1.59%
K. 77 Air temperature, and quality 480 152% 20 477 155% 19 536 154% 20 612 161% 19 581 140% 21 772 1.54%
L. 93 Offering inappropriate level of care 484 1.53% 19 571 1.85% 15/ 518 1.49% 21 534 1.41% 23 520 1.26% 300 731 1.46%
P. 122 tv‘;?sa"g“ard'a”sr“p’ conservatorship, power of aomey, 49 1 5905 25 440 143% 23 506 146% 23 458 121% 28 610 147% 19 591 118%
F. 51 Wandering-failure to accommodate/monitor 363 1.15% 31 379 1.23% 260 539 1.55% 19 557 1.47% 21 542 1.31% 28 569 1.13%
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