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1. Increased referral 
to Customer 
Services for 
assistance with 
issues.

ORR Practices That Impacted Rights Data From FY23-FY24

3. Additionally, 
complaints that 
involved the 
following were not 
automatically opened 
for investigation 
UNLESS there was an 
identifiable alleged 
rights violation.
• Sleeping on duty
• Med errors
• Suicides

2. Provider with 
ongoing rights 
complaints contract 
was ended May 
2024. 

4. Frequent callers who consistently 
wanted to file complaints when they were 
unhappy with services/staff were given 
the opportunities of scheduled time with 
their assigned Rights Specialist at 15–30-
minute intervals weekly/bi-weekly (or as 
agreed upon) as a means of having 
someone to vent to and help with problem 
solving.  Rights Specialist reported that 
this method helped to reduce the number 
of times the individual actually filed a 
complaint as they realized their right was 
not violated, they just needed to vent to 
someone and problem solve.



Received Substantiated % Substantiated
Abuse I 8 4 50%
Abuse II 76 21 28%
Abuse III 43 20 47%

127 45 35%

Highlighted Complaint Categories Received Substantiated % Substantiated
Abuse I, II, III 127 45 35%
Neglect I, II, III 121 82 68%
Dignity and Respect 60 26 43%
MH Services Suited to Condition 84 46 55%
Individual Written Plan of Service 2 0 0%
Disclosure of Confidential Information 8 6 75%

Complaint Data Summary FY24
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Complaint Data Summary FY24

Highlighted Complaint Categories Received Substantiated % Substantiated
Abuse I, II, III 127 45 35%
Neglect I, II, III 121 82 68%
Dignity and Respect 60 26 43%
MH Services Suited to Condition 84 46 55%
Individual Written Plan of Service 2 0 0%
Disclosure of Confidential Information 8 6 75%

Received Substantiated % Substantiated
Neglect I 9 6 67%
Neglect II 15 8 53%
Neglect III 97 68 70%

121 82 68%
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Mental Health Code requires completion by 90 days.  OCHN ORR goal is completion by 75 days.
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Allegation Appealed Grounds for Appeal Action Final Decision

Mental Health Services Suited to Condition Findings Denied Appeal

NOTE:  Appellant was not the 
person served, complainant or 
guardian. 

Mental Health Services Suited to Condition Findings Accepted Appeal Upheld Investigative Findings

Dignity and Respect Findings Accepted Appeal Upheld Investigative Findings
Abuse Class III Findings Accepted Appeal Upheld Investigative Findings

Personal Property - Possession and Use No Grounds

NOTE: Requested additional 

information in order to 

process the appeal. 

Appeals FY24
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Questions?
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