California Department of Public Health
Center for Health Care Quality
Licensing and Certification Program

Field Operations
Long-Term Care Health Facility Complaints

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)
VOLUME
A B C D

Complaints Completed During
Reporting Period (Regardless of
Receipt Date)

Growth/Reduction in Open Complaints Open on June 30, 2016
Complaints by Reporting Period by Reporting Period Received

Complaints Received During

Reporting Period Reporting Period

Current State Fiscal Year

2015-2016, Cumulative through Quarter 4 8,286 8,323 2522

Previous State Fiscal Years

2014-2015 7,609 6,601 1,008 1,242
2013-2014 6,511 6,689 -178 810
2012-2013 6,412 6,737 -325 354
2011-2012 6,161 5,986 175 72
Totals 34,979 34,336 643 5,001*

This table identifies the number and growth or reduction in open complaints cases related to Skilled Nursing Facilities, Intermediate Care Facilities (including all those serving
Developmentally Disabled), Congregate Living Health Facilities, and Pediatric Day Health and Respite Care Facilities. Licensing and Certification Program'’s Field Operations considers a
case completed when it has fully completed the investigation and documented the case as completed in its database.

Table Notes:

« Column A shows the number of new complaints Field Operations received during the respective reporting period.

« Column B shows the number of complaints Field Operations completed during the respective reporting period, regardless of the reporting period in which the complaint was received.

« Column C shows the difference between complaints received and completed during the respective reporting period (C=A-B). When the value of Column C is positive, the number of open complaints increased
during that reporting period. When the value of Column C is negative, the number of open complaints decreased.

« Column D shows the number of complaints received in a given reporting period that Field Operations has not completed as of the current reporting period. This does include some cases where the investigation
has been fully completed, however the case may not have been completed in the database.

*One open complaint was received prior to SFY 2011-2012 (for a total of 5,001 [5,000 + 1] open complaints as of June 30, 2016. That complaint was completed on August 17, 2016.
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California Department of Public Health
Center for Health Care Quality

Field Operations
Long-Term Care Health Facility Complaints

Licensing and Certification Program

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)

TIMELINESS
A B C D E F G H I J K L M N
Complaints ImmedlatTJJeopardy ng;n;r?mﬁgﬁtz Number of Complaints Completed | Complaints Completed by Working
Complaints Completed (1)) T | ) During Reporting Period by Working | Days from Receipt to Completion, as
Received During (24 hours)* (10 working days)* | Days from Receipt to Completion | a Percentage of Total Completed
: . : Reporting
Reporting Period During Period
Reporting (Regardless | Number percent Number Percent
Period garak . Initiated . Initiated | <90 [ 91-180 |181-365| >365 <90 | 91-180 |181-365| >365
of Receipt | Received [ . Received | .
Date) Timely Timely

Current State Fiscal Year

Previous State Fiscal Years

2014-2015 7,609 6,601 527 96% 6,757 96% 4,670 795 561 575 71% 12% 8% 9%
2013-2014 6,511 6,689 347 95% 5,800 97% 4,019 848 696 1,126 61% 13% 11% 17%
2012-2013 6,412 6,737 226 99% 5,670 98% 4,030 | 1,023 789 895 61% 15% 12% 14%
2011-2012 6,161 5,986 236 97% 5,478 97% 3,400 | 1,030 646 910 52% 16% 10% 14%

This table identifies how long it takes Licensing and Certification Program’s Field Operations to initiate and complete complaint cases related to Skilled Nursing Facilities, Intermediate Care Facilities (including all
those serving Developmentally Disabled), Congregate Living Health Facilities, and Pediatric Day Health and Respite Care Facilities. Licensing and Certification Program’s Field Operations considers a case
complete when it has fully completed the investigation and documented the case as completed in its database.

Table Notes:
» Column A shows the number of new complaints Field Operations received during the respective reporting period.

» Column B shows the number of complaints Field Operations completed during the respective reporting period, regardless of the reporting period in which the complaint was received.

» Columns C and D show the number of Immediate Jeopardy (1J) complaints received, and the percentage of those received that Field Operations initiated within 24 hours during the respective reporting period.
This includes all complaints prioritized as level A by federal requirements upon intake.

» Columns E and F show the number of Non-1J complaints received that require an investigation, and the percentage of those received that Field Operations initiated within 10 working days during the respective
reporting period. This includes all complaints prioritized as levels B-E by federal requirements upon intake.

» Columns G - J show the range of days Field Operations took to complete open complaints during the reporting period (G+H+I+J=B).

* Columns K - N show the percentage of open complaints completed within specific intervals during the reporting period (K=G/B, L=H/B, M=1/B, N=J/B). Numbers may not add to 100 due to rounding.

*Health and Safety Code section 1420(a)(1) requires the onsite investigation of a LTC complaint that involves imminent danger of death or serious bodily harm (“1J — Immediate Jeopardy) to be initiated within 24
hours of receipt; and requires investigation of a LTC complaint that does not involve a threat of immediate danger of death or serious bodily harm (non-1J) to be initiated within 10 working days.
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Center for Health Care Quality

Licensing and Certification Program

Field Operations
Long-Term Care Health Facility Complaints

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)

DISPOSITION
A B C D E F G H
Complaints .
Complaints Completed C?)l::slzaim?fsda Total Deficiencies Average Number of
: : mp : During Reporting | Unsubstantiated | Substantiated P for All Deficiencies per Complaints
Reporting Period Received During . . . Percentage of . .
. . Period Complaints Complaints . Substantiated Substantiated | Referred to Other
Reporting Period Total Complaints : . I
(Regardless of Complaints Complaint Entities
. Completed
Receipt Date)

Current State Fiscal Year

2015-2016, Cumulative through Quarter 4 8,286 8,323 4,518 3427 4,024

Previous State Fiscal Years

2014-2015 7,609 6,601 3,594 2,635 40% 3,548 135 411
2013-2014 6,511 6,689 3,445 2,786 42% 3,385 1.22 268
2012-2013 6,412 6,737 3,218 2,977 44% 3,200 1.07 176
2011-2012 6,161 5,986 2,952 2,583 43% 3,051 1.18 134

Totals 34,979 34,336 17,727 14,408 42% 17,208 1.19 1,579

This table identifies the disposition of completed complaint investigations related to Skilled Nursing Facilities, Intermediate Care Facilities (including all those serving Developmentally
Disabled), Congregate Living Health Facilities, and Pediatric Day Health and Respite Care Facilities. Licensing and Certification Program’s Field Operations may identify one or more
deficiencies (violations of statutory or regulatory requirements) for a "substantiated" complaint.

Table Notes:

* Column A shows the number of new complaints Field Operations received during the respective reporting period.

« Column B shows the number of complaints Field Operations completed during the respective reporting period, regardless of the reporting period in which field operations received the complaint.
« Columns C and D show the number of unsubstantiated and substantiated complaints completed in a given reporting period.

« Column E shows the number of substantiated complaints completed as percentage of all complaints completed in a given reporting period (E=D/B).

« Column F shows the number of deficiencies Field Operations issued for all complaint-related investigations completed in a given reporting period.

« Column G shows the average number of deficiencies for each substantiated complaint in a given reporting period (G=F/D).

« Column H shows the number of complaints received in the given reporting period for which the system shows Field Operations referred the complaint to an outside entity. These figures are likely understated as
a result of inconsistent data entry.
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California Department of Public Health
o) CBPH Center for Health Care Quality
Licensing and Certification Program

Field Operations
Long-Term Care Health Facility Complaints

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)

Complaints Received Open Complaints Trend (Number Open At The End of Each Quarter)
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o California Department of Public Health
9)COPH Center for Health Care Quality
Licensing and Certification Program

Field Operations
Long-Term Care Health Facility Complaints

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)
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Summary: The “Average Days from Complaint Receipt to Completion” chart shows that the overall trend for the average number of business days taken to complete a
complaint continues to decrease.

The “Complaints Completed by Intervals” chart shows the number of cases completed by interval (<90 days, 91-180 days, 181-365 days, >365 days). The number of complaints
completed in < 90 days increased in the current quarter. The overall trend in the number of complaints completed in > 365 days continues to decrease.

Quarters that have the greatest number of complaints completed in the >365 day interval also have the highest average days from receipt to completion of the complaint.
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California Department of Public Health

Center for Health Care Quality
Licensing and Certification Program

Field Operations

Long-Term Care Health Facility Complaints by District Office

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)

VOLUME
A B C D
District Office / Statewide Complaints F_{eceive_d During Rigrgr‘:ilsignIgseﬁg;ngizza:rc?lzgg%f Grovv_th/Reduction i_n Open_ Complaints Open on Ju.ne 30, 2016
Reporting Period Receipt Date) Complaints by Reporting Period (Regardless of Receipt Date)

California

Bakersfield 408 424 -16 36
Chico 210 234 -24 142
East Bay 596 513 83 177
Fresno 451 409 42 178
Los Angeles County 2,161 2,497 -336 2,622
Orange County 264 263 1 38
Riverside 481 532 -51 85
Sacramento 690 635 55 169
San Bernardino 624 543 81 187
San Diego North 399 344 55 200
San Diego South 471 232 239 434
San Francisco 286 325 -39 143
San Jose 405 414 -9 52
Santa Rosa/Redwood Coast 317 353 -36 253
State Facilities Section 258 332 -74 188
Ventura 265 273 -8 47
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California Department of Public Health

048
g)(%ﬁl-‘H Center for Health Care Quality
Licensing and Certification Program
Field Operations
Long-Term Care Health Facility Complaints by District Office
Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)
TIMELINESS
A B C D E F G H I J K L M N 0 P
Complaints [Immediate Jeopardy| Non-Immediate Number of Complaints Complaints Completed by Average
. Completed (19) Jeopardy Completed During Reporting | Working Days from Receipt to g Average Age
Complaints : : . . Days to
Received During ] Period by Working Days from | Completion, as a Percentage of Comblete of
e . ) Reporting (24 hours) (10 working days) Receipt to Completion Total Completed P 1 complaints
District Office / Statewide During . Complaints
Reporting Period P t ) t During Open on
: (Regardless | Number | ' o oo | Number | o oen 181- 181- : June 30,
Period |t Receipt | Received | M0 | Receiveq | Mitiated [ S90 |91-180( oo | >365 | <90 |91-180| . | >365 Ripo'm;g 2016
Date) Timely Timely erio
California
Bakersfield 408 424 85 96% 299 99% 423 1 0 0 100% [ 0% 0% 0% 20 11
Chico 210 234 10 100% 198 99% 92 59 68 15 39% [ 25% | 29% | 6% 165 155
East Bay 596 513 18 94% 542 99% 451 60 1 1 88% | 12% 0% 0% 46 44
Fresno 451 409 69 93% 358 89% 266 107 36 0 65% | 26% | 9% 0% 81 96
Los Angeles County 2,161 2,497 231 100% 1,883 97% 1,307 | 401 247 542 52% | 16% | 10% | 22% 255 460
Orange County 264 263 6 83% 247 100% 261 2 0 0 99% 1% 0% 0% 34 20
Riverside 481 532 11 100% 457 97% 459 43 19 11 86% 8% 4% 2% 57 114
Sacramento 690 635 113 96% 555 97% 570 63 1 1 90% | 10% 0% 0% 52 41
San Bernardino 624 543 94 96% 529 97% 454 86 2 1 84% | 16% 0% 0% 64 50
San Diego North 399 344 16 100% 366 95% 252 62 17 13 73% | 18% 5% 4% 84 143
San Diego South 471 232 16 100% 441 99% 130 51 37 14 56% | 22% | 16% 6% 120 181
San Francisco 286 325 0 n/a 272 98% 163 69 37 56 50% | 21% | 11% | 17% 186 194
San Jose 405 414 8 100% 390 99% 411 2 1 0 99% 0% 0% 0% 31 40
Santa Rosa/Redwood Coast 317 353 20 95% 290 93% 153 61 72 67 43% | 17% | 20% | 19% 202 221
State Facilities Section 258 332 2 100% 211 91% 148 54 94 36 45% | 16% | 28% | 11% 164 219
Ventura 265 273 2 100% 251 96% 247 18 8 0 90% 7% 3% 0% 49 92
Data Publication Date: November 3, 2016
Data Extract Date: July 18, 2016 Page 7



California Department of Public Health
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?)(_ff‘éi_,H Center for Health Care Quiality
Licensing and Certification Program
Field Operations
Long-Term Care Health Facility Complaints by District Office
Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)
DISPOSITION
A B C D E F G H
Complaints Complaints C?)Lrjm?slgrr]]i?;esda Total Average Number of
L . . mp . Completed Unsubstantiated | Substantiated P Deficiencies for | Deficiencies per Complaints
District Office / Statewide Received During . . . ; Percentage of . :
. .~ | During Reporting Complaints Complaints .| All Substantiated| Substantiated |Referred to Other
Reporting Period . Total Complaints . . I
Period Complaints Complaint Entities
Completed

California
Bakersfield 408 424 229 172 41% 138 0.80 13
Chico 210 234 75 156 67% 271 174 43
East Bay 596 513 241 232 45% 274 1.18 14
Fresno 451 409 240 121 30% 175 1.45 16
Los Angeles County 2,161 2,497 1,430 1,008 40% 1,204 1.19 158
Orange County 264 263 111 139 53% 126 0.91 11
Riverside 481 532 316 196 37% 306 1.56 21
Sacramento 690 635 307 296 47% 247 0.83 63
San Bernardino 624 543 318 214 39% 100 0.47 14
San Diego North 399 344 233 93 27% 96 1.03 10
San Diego South 471 232 107 106 46% 154 1.45 28
San Francisco 286 325 188 124 38% 59 0.48 25
San Jose 405 414 203 204 49% 310 152 6
Santa Rosa/Redwood Coast 317 353 152 191 54% 392 2.05 3
State Facilities Section 258 332 179 100 30% 16 0.16 0
Ventura 265 273 189 75 27% 156 2.08 165
Data Publication Date: November 3, 2016
Data Extract Date: July 18, 2016 Page 8
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s Open Complaints

Linear (Open Complaints)

6000

California Department of Public Health
Center for Health Care Quality
Licensing and Certification Program

Field Operations — District Office Metrics
Long-Term Care Health Facility Complaints

Open Complaints

(Number Open at the End of Each Quarter)

* Scales on bar charts vary

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)

350

State Facilities Section

Q1 @2 a3 a4|al @2 Q3 Q4lal @2 Q3 asfar

SFY 2012-13 SFY 2013-14 SFY 201415

@ a3 a4
SFY 201516

0 Data Publication Date: November 3, 2016
Q1 Q2 Q3 Q4|Ql Q2 Q3 Q4|Q1 Q2 Q3 Q4|Q1 Q2 Q3 Q4 Data Extract Date: July 18, 2016
SFY 2012-13 SFY 2013-14 SFY 2014-15 SFY 2015-16
Bakersfield Chico East Bay Fresno

350 350 350 350

300 300 300 300

250 250 250 250

200 200

150

Qi @2 a3 a4|ai @2 a3 Q4|a1 @2 Q3 a4far @2 @3 a4
SFY 2014-15

SFY 201213 SFY 2013-14 SFY 2015-16

Qi @2 a3 a4|ai @2 a3 @4|a1 @2 Q3 adfar @2 @3 a4

SFY 2012-13 SFY 2013-14 SFY 2014-15 SFY 2015-16

a1 @2 a3 a4
SFY 201516

Q1 @2 a3 Q4|1 @2 Q3 Q4lal @2 Q3 a4

SFY 2012-13 SFY 2013-14 SFY 201415

Qi @2 a3 a4|ai @2 a3 Q4|a1 @2 Q3 a4far @2 @3 a4

SFY 201213

SFY 2013-14 SFY 201415

SFY 2015-16

3500

3000

2500

2000

1500

500

Los Angeles County (LAC)

Q1 @2 a3 a4fai @2 a3 asfai @2 @3 asfa1 @2 @3 a4

SFY 201213 SFY 2013-14 SFY 2014-15

SFY 2015-16

Orange

350
300

250

200

150

Qi @2 a3 a4|ai @2 a3 @4|a1 @2 Q3 a4far @2 @3 a4

SFY 201213 SFY 2013-14 SFY 201415 SFY 2015-16

Riverside

600

Qi @2 a3 a4|ai @2 a3 Q4|al @2 Q3 a4far @2 @3 a4

SFY 201213 SFY 2013-14 SFY 201415 SFY 2015-16

Sacramento

350

Qi @2 a3 a4|ai @2 a3 a4|a1 @2 Q3 adfar @2 @3 a4

SFY 201213 SFY 2013-14 SFY 201415 SFY 2015-16

600

San Bernardino

Qi @2 a3 a4|ai @2 Q3 a4|a1 @2 Q3 a4far @2 @3 a4

SFY 201213

SFY 2013-14 SFY 201415

SFY 2015-16

350

250

San Diego North

Q1 @2 a3 a4|al @2 Q3 Q4lal @2 Q3 asfar

SFY 2012-13 SFY 2013-14 SFY 201415

@ a3 a4
SFY 2015-16

San Diego South

600

Qi @2 a3 a4|ai @2 a3 Q4|a1 @2 Q3 a4far @2 @3 a4
SFY 201415

SFY 201213 SFY 2013-14 SFY 2015-16

San Francisco

350

San Jose

350

300

Qi @ a3 ai|al @2 a3 @
SFY 201213

Qi @2 a3 ai|al @2 a3 Q@

SFY 2013-14 SFY 2014-15 SFY 2015-16

Qi @2 a3 a4|ai @2 a3 a4|al @2 Q3 a4far @2 @3 a4
SFY 201415

SFY 2012-13 SFY 2013-14 SFY 201516

600

500

Santa Rosa/Redwood Coast

Qi @2 a3 a4|ai @2 Q3 @4|a1 @2 Q3 a@4far @2 @3 a4
SFY 201415

SFY 201213

SFY 2013-14

SFY 2015-16

350

250

Ventura

Qi @2 Q3 Q4|al @2 Q3 Q4|Ql @2 Q3 Q4fQl @2 Q3 a4

SFY 2012-13 SFY 2013-14 SFY 2014-15

SFY 201516




California

mmmm Average Days

Linear (Average Days)

SFY 2012-13 SFY 2013-14 SFY 2014-15 SFY 2015-16

California Department of Public Health
Center for Health Care Quality
Licensing and Certification Program

Field Operations — District Office Metrics
Long-Term Care Health Facility Complaints

Average Days from Complaint Receipt to Completion

(Average Business Days)
* Scales on bar charts vary

Data as of June 30, 2016 (Cumulative through Quarter 4, SFY 2015-16)
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