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" 84% Complaint Resolution Rate
g B Ombudsmen work hard to resolve complaints to our
196 Volunteers E client’s satisfaction, as reflected in our resolution rate.

OMBUDSMEN IN ACTION

Involuntary discharge is consistently among our top five frequently made complaints. In a recent situation, a
resident of a nursing home was facing a discharge to a homeless shelter due to financial and behavioral concerns
from the facility. The resident had limited mobility, was unable to walk and was mostly confined to a wheelchair.

Additionally, the resident had no source of income. Once the Ombudsman became involved, she convinced the
facility to schedule a meeting with the resident and facility staff, and to pause their discharge efforts. The
Ombudsman successfully advocated to the social worker for assistance in helping this resident obtain Social Security
Income, something that is critical for finding safe community housing. Once the resident secured a monthly income,
the facility was able to find appropriate, permanent, and safe housing for this resident.
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