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RESIDENTS AT RISK? WEAKNESSES PERSIST
IN NURSING HOME COMPLAINT INVESTIGATION AND ENFORCEMENT
MONDAY, MARCH 22, 1999
U.S. SENATE,
SPECIAL COMMITTEE ON AGING,

Washington, DC.
The Committee met, pursuant to notice, at 1 p.m., in room SH-

216, Hart Senate Office Building, Hon. Charles E. Grassley, (Chairman of the Committee), presiding.
Present: Senators Grassley, Hutchinson, Breaux, Reid, Wyden,
and Bayh.
OPENING STATEMENT OF SENATOR CHARLES GRASSLEY,
CHAIRMAN

The CHAIRMAN. I am Senator Grassley and I welcome all my colleagues who are here. Members of the committee come and go because they have a lot of other obligations, and so I hope you understand that at any one time there may not be a full complement of
the committee here. I also want to say good afternoon to all of you
and welcome all of you, and before we go forward, I would like to
thank our two witnesses who have traveled to be here with us
today. They are going to share with us their personal and painful
experiences with the complaint investigation and the enforcement
processes.
I also want to thank our panel of nursing home experts, the Inspector General of the Department of Health and Human Services
and the General Accounting Office. Their extensive work in this
area deserves particular commendation. And of course I want to extend a special welcome to all of you who are members of our public,
who have a right to be here, and who I also hope are here because
you have an interest, and maybe even are advocating for nursing
home residents.
Today's hearing is the second in a series to be held on the quality
of care in nursing homes and the implementation of the Nursing
Home Reform Act by the Health Care Financing Administration
which I will refer to as HCFA. As most of you are aware, the committee held its first nursing home oversight hearing last July. This
hearing was a 2-day oversight hearing on the quality of care provided in California nursing homes. At that hearing, the General
Accounting Office released a graphic report exposing serious problems in California nursing homes.
(1)
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The findings of the report were explosive and very disturbing.
The report also included detailed common sense recommendations
to improve the weaknesses disabling our regulatory system.
Days before the committee's hearing, the president announced a
22 point nursing home initiative and the release of a 900 page indictment of the status quo under HCFA's watch. I welcomed the
president's announcement in July directing HCFA to work to improve the quality of life for nursing home residents.
Just last week, Nancy-Ann Min DeParle, the Administrator of
HCFA, again announced several projects that had been identified
in reports HCFA sends to me each month. And by the way, I want
to thank HCFA because they have been very responsive to me and
Senator Breaux along with the committee members regarding their
monthly updates and giving us an opportunity to critique and to
raise questions. So I want to thank them for that.
In addition, she sent a letter to the States with her announcement last week addressing several of the problems identified in the
General Accounting Office report which will be released today.
Again, I commend that positive action and I am glad today's hearing prompted such a quick response. I am almost of a feeling that
I ought to have a hearing every month because we get very productive news conferences and examples of response from HCFA when
we do that.
Since last July, I have been actively monitoring HCFA's implementation of those July recommendations. As I indicated to you in
this notebook, I also requested two additional GAO studies to continue my oversight in this area. One of these reports analyzes enforcement, a process created in 1987 with the enactment of the
Nursing Home Reform Act, and a second report examines state
complaint investigative processes. The latter of these is the report
that will officially be released today.
We are also fortunate to have the Inspector General's Office here
today to release six reports. Testimony will focus on one of these
reports, an overview report which analyzes trends within the longterm care setting and the capacity of current systems to protect
nursing home residents. All of these reports provide further justification for the committee's ongoing nursing home oversight
project.
Today, you will not hear from HCFA. HCFA is the Federal agency charged by law to protect nursing home residents. HCFA must
ensure that the enforcement of Federal care requirements for nursing homes protect health, safety, welfare, and rights of nursing
home residents. Yet HCFA today is a no-show. There is a very specific reason for today's hearing in this series of hearings. It is because the health, safety, welfare and rights of nursing home residents are at great risk. Yet, the agency responsible is not here.
The committee has invited two private citizens to testify. The
value of their testimony, in the public interest, is that they lived
and they suffered through the response process that HCFA oversees. It is a complaint process that is turned upside down. It is the
testimony of citizen witnesses like these two that Congress, HCFA,
and the public can learn from. That is how we can right the wrongs
of a broken complaint system that puts nursing home residents at
risk.
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The reason HCFA is not here is puzzling, given the focus placed
on listening to citizens' complaints. That is what this hearing is all
about. HCFA is an agency within the Department of Health and
Human Services, HHS. HHS has determined that HCFA cannot
show up today because HHS witnesses do not testify after citizen
witnesses. That is their so-called policy. In other words, HCFA, the
organization that protects the health, safety, welfare and rights of
nursing home residents, is not here because its protocol prevents
them from testifying after a citizen witness.
Last Friday when discussing this matter with HHS officials, my
staff was told the following, quote: "Our policy is that we testify before citizen witnesses."
Now, I have four comments on that point. First, how serious is
the department about the problems we are uncovering in nursing
homes when a protocol issue decides whether or not they testify?
Second, I have conducted hearings in which citizens go first since
1983. Other committees have done the same. I do not recall any department at any hearing I conducted since 1983 that failed to
produce a witness even though their witness testified after a private citizen.
Third, the department may be trying to convince the public it
cares, but this no-show does not help the cause. The public might
confuse this with arrogance.
Finally, this situation today could not possibly have illustrated
better the point that you are about to hear from our citizen witnesses. Namely, that their complaints fell on deaf ears. They have
traveled many miles today hoping that government officials will
hear their plea. Instead, what do they get? Nothing but a bureaucratic response. Their agency protectors are no-shows because of
some rationale that they call protocol. But it could be because of
arrogance.
So we will move forward with today's hearing learning how the
nursing home complaint system is in shambles. And the agency responsible for fixing it is not here. Of course they can read about
it once it is put in writing, a process that they seem to be very comfortable with.
Since I have been in Congress, I have never taken partisan shots
at an administration. I believe only in accountability. My heaviest
shots were against administrations of my own party. I think the
record reflects that clearly. The easy thing to do would be to take
partisan potshots over this. It is much harder to redouble our efforts in a bipartisan way on this committee until HHS and HCFA
get the message.
When will HHS and HCFA hear what is going on out there in
the nation's nursing homes? Perhaps when they learn to listen to
citizens that we, all of us in government, serve. Until they get the
message, these problems will get worse before they get better.
We also extended an invitation to nursing home industry representatives as well as States included in the General Accounting
Office complaint report to submit written testimony addressing
nursing home complaint investigation and enforcement processes.
This testimony is available to the public and will be included in the
official committee print.
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In closing, there are a few things that I want to emphasize before
I turn to Senator Breaux and my colleagues. First, we have a duty
and a responsibility to know the truth regarding the quality of care
being provided to nursing home residents and the systems designed
to protect these residents. This hearing marks an additional step
in this direction. Second, I am committed to this issue and will continue exploring the issue of quality of care in nursing homes as a
general matter over the upcoming year. Elderly nursing home residents, those who do not have a voice, deserve no less.
And now I am happy to turn to my colleague, the ranking Democratic member who has always been so cooperative in the entire
work of our committee over the last 3 years. Thank you, Senator
Breaux.
[The prepared statement of Senator Grassley follows:]
PREPARED STATEMENT OF SENATOR CHARLEs GRASSLEY

Good afternoon and welcome. Before we begin, I would like to thank our two witnesses who have traveled to be here today. They will share with us their personal
and painful experiences with the complaint investigation and enforcement processes.
I also want to thank our panel of nursing home experts-the Inspector General
of the Department of Health and Human Services and the General Accounting Office. Their extensive work in this area deserves particular commendation. And of
course, I would like to extend a special welcome to members of the public.
Today's hearing is the second in a series of hearings to be held on the quality of
care in nursing homes and the implementation of the Nursing Home Reform Act by
the Health Care Financing Administration. As most of you are aware, the Committee held its first nursing home oversight hearing last July. This hearing was a 2day oversight hearing on the quality of care provided in California nursing homes.
At the hearing, the General Accounting Office released a graphic report exposing
serious problems in California nursing homes. The findings of the report were explosive and disturbing. The report also included detailed, common sense recommendations to improve the weaknesses disabling the regulatory system.
Days before the Committee's hearing, the President announced a 22 point nursing
home initiative upon the release of a 900-page indictment of the status quo under
HCFA's watch. I welcomed the President's announcement in July directing HCFA
to work to improve the quality of life for nursing home residents.
Just last week, Nancy-Ann Min DeParle, the Administrator of HCFA, again announced several projects that have been identified in the reports HCFA sends to me
each month. In addition, she sent a letter to the States addressing several of the
problems identified in a GAO report which win be released today. Again, I commend
this positive action. I am glad today's hearing prompted such a quick response. It
leads me to think I should have a hearing once a month to inspire these productive
press conferences.
Since last July, I have been actively monitoring HCFA's implementation of the
July recommendations and initiatives. I also requested two additional GAO studies
to continue my oversight in this area. One of these reports analyzes the enforcement
process created in 1987 with the enactment of the Nursing Home Reform Act. A second report examines state complaint investigation processes. This complaint report
will be officially released by the GAO today.
We are also fortunate to have the Inspector General's Office here today to release
six reports. Testimony win focus on one of these reports, an overview report which
analyzes trends within the long-term care setting and the capacity of current systems to protect nursing home residents. All of these reports provide further justification for the Committee's ongoing nursing home oversight project.
Today, you will not hear from HCFA. HCFA is the Federal agency charged by law
to protect nursing home residents. HCFA must ensure that the enforcement of Federal care requirements for nursing homes protects the health, safety, welfare and
rights of nursing home residents. Yet, HCFA is a no-show.
There is a very specific reason for today's hearing, and this series of hearings. It's
because the health, safety, welfare, and rights of nursing home residents are at
great risk. Yet, the agency responsible is not here.
The Committee has invited two private citizens to testify. The value of their testimony in the public interest is that they lived and suffered through the response
process that HCFA oversees. It's a complaint process that's turned upside-down. It's
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the testimony of citizen witnesses like these that Congress, HCFA, and the public
can learn from. That's how we can right the wrongs of a broken complaint system
that puts nursing home residents at risk.
The reason HCFA isn't here is puzzling given the focus on listening to citizen
complaints. HCFA is an agency within the Department of Health and Human Services-HHS. HHS has determined that HCFA cannot show up today because HHS
witnesses do not follow citizen witnesses. That's their so-called policy. In other
words, HCFA-the organization that protects the health, safety, wefare and rights
of nursing home residents-is not here because its protocol prevents them from testifying after citizen witnesses.
Last Friday, when discussing this matter with HHS officials, my staff was told
the following: 'Our policy is that we testify before citizen witnesses.
Now, I have four comments on this. First, how serious is the Department about
the problems we're uncovering in nursing homes when a protocol issue decides
whether they testify?
Second, I have conducted hearings, in which citizens go first, since 1983. Other
committees have done the same. I don't recall any department at any hearing I conducted since 1983 that failed to produce a witness, even though their witness testified after private citizens.
Third, the department may be trying to convince the public it cares, but this noshow doesn't help that cause. The public might confuse this with arrogance.
Finally, this situation today could not possibly have illustrated better the point
you're about to hear from our citizen witnesses. Namely, that their complaints fell
on deaf ears. They have traveled many miles today, hoping that government officials
will hear their plea. Instead, what do they get? A bureaucratic response. Their agency-protectors are no-shows because of a protocol. Because of arrogance, perhaps.
So, we'll move forward with today's hearing, learning how the nursing home complaint system is in shambles. And the agency responsible for fixing it isn't here. Of
course, they can read about it-once it is put in writing- a process they are comfortable with.
Since I have been in Congress, I have never taken partisan shots at an administration. I believe only in accountability. My heaviest shots were against administrations of my own party. The record reflects that clearly.
The easy thing to do would be to take partisan pot shots over this. It's much harder to re-double our efforts, in a bi-partisan way on this Committee, until HHS and
HCFA get the message. When will HHS and HCFA hear what's going on out there
in our nation's nursing homes? Perhaps when they learn to listen to the citizens
we-all of us in government-serve. Until they get the message, these problems will
get worse before they get better.
We also extended an invitation to nursing home industry representatives as well
as the States included in the GAO's complaint report to submit written testimony
addressing nursing home complaint investigation and enforcement processes. This
testimony is available to the public and will be included in the official Committee
print.
In closing, there are a few things that I want to emphasize before I turn to Senator Breaux. First, we have a duty and responsibility to know the truth regarding
the quality of care being provided to nursing home residents and the systems designed to protect these residents. This hearing marks an additional step in this direction. Second, I am committed to this issue and will continue exploring the issue
of quality of care in nursing homes as a general matter over the upcoming year.
Elderly nursing home residents-those who don't have a voice-deserve no less.

STATEMENT OF SENATOR JOHN BREAUX
Senator BREAUX. Well, thank you very much, Mr. Chairman, and
to all of the witnesses who will be presenting testimony and testifying, let me thank them and for the interest in the audience that
we have. It is an example of how important this issue is, that is
the care of our nation's seniors and those who are disabled and find
themselves in nursing homes in our respective States.
I am reminded of the statement that Senator Hubert Humphrey
said many years ago about priorities as a nation and as a government, and I will paraphrase it because I do not remember it exactly, but in essence he said that the greatness of a nation is not
judged by how many bombs, planes or missiles that we produce,
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but rather a nation's greatness is judged by how we treat those
who are in the dawn of their lives, the children, and how we treat
those who are in the twilight of their lives, the nation's elderly.
And I think that is a very correct statement today as well as it
was several decades ago because we truly, I think, are ultimately
judged by how we treat and help and work with those who are
helpless in many cases themselves and really that is what this
hearing is about: to focus in on a large segment of a population
which each day becomes even larger as the largest number of citizens that are increasing in population is our nation's seniors. And
we are getting ready to see an additional 77 million soon become
eligible for programs that are targeted for seniors, like Social Security and like Medicare.
So the real challenge for all of us on this side of the table as public policymakers is really to see how we can guarantee that an appropriate amount of revenues is available and set aside as a guarantee to address these very significant problems. And second, even
more than the money, because the money is sort of a relatively
easy thing to arrive at in the sense of how much do you need and
then we find out how we find it, but the real test is how we use
it. And all these programs, the best that can be written, will not
work if they are not carried out appropriately and properly.
We can have all the rules on the books about safety and health
and sanitary conditions and all of the things that make the lives
of seniors, particularly in nursing homes and other type of facilities, as good as they should be, but if they are not enforced, they
are not worth the paper that they are written on. And so today, we
are going to look at how they are being enforced or how they are
not being enforced. And I think that is a very important subject
matter.
The final thing is your comment about the HHS and Health Care
Financing Authority, the Medicare representatives of our government are not appearing. And I looked at the letter, Mr. Chairman,
that the Department of Health and Human Services provided as to
why they are not here, and I find it totally unacceptable. I find it
totally unacceptable because they are, I think, basically saying they
are not here because of protocol.
No. 1, they are off base on protocol. And No. 2, they should not
be worried about protocol in the first place. I mean what difference
does it really make whether people testify before government or
government testifies before people in terms of protocol? That is not
what we should be worried about. We should be worried about substance and how to make the program work. I know in the olden
days when I was chairman of a committee when Democrats were
in charge, years and years ago [Laughter.]
I mean I used to always want the Administration to testify second because they could hear the witnesses and then we could ask
them questions about their testimony and get a dialog going. Are
these people correct? If not, why not? If they are, what are we
going to do to fix it? And it is difficult if the administration comes
in-I am not saying they would do this, but I have seen it in any
others-will come in and make their statement and then they
leave. And then we have the witnesses come in who are citizens
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who spell out the complaint and there is no one there to hear it
from the administration who is in charge of fixing it.
So I mean I do not-I mean the fact that they say to honor the
department's long-standing witness policy for HHS representatives
testifying at congressional hearings, the policy predates the Clinton
administration, which means that there are several administrations at fault, not just this one. And I do not buy it. I do not think
it makes any sense. I think if that is their policy, the policy should
be changed or maybe they will never get a chance to testify. Thank
you.
[The prepared statement of Senator Breaux follows:]
PREPARED STATEMENT OF SENATOR JOHN BREAUX

Thank you, Mr. Chairman for holding this important hearing. I appreciate your
demonstrated commitment to America's most vulnerable population, the frail elderimly. Ensuring that this population receives quality care is undoubtedly the mostespeportant thing we do on this Committee. I also want to thank our witnesses,
cially Ms. Gloria Cruz and Ms. Denise Bryant, for coming to share their stories.
Today we will hear that though some inroads have been made to improving the
quality of care in nursing homes and the oversight these facilities receive, more
work is needed. We must continue to ensure that our seniors receive only the best
care. Moreover, when proper care is not given, Federal and state authorities must
work with the industry to correct deficiencies once and for all, and investigate complaints in a timely manner.
In addition to enforcing current regulations, we must ensure that there are people
to carry them out. As Mr. Grob of the OIG will testify, one of the underlying causes
last
of quality of care problems is inadequate staffing of nursing homes. I noted at care
July's hearing that in my own State of Louisiana, a dearth of qualified health
workers exists. It stands to reason that laws and regulations will never be effective
Care
without workers to carry them out. I will continue to work with the Health
solution
a
find
to
industry
home
nursing
the
and
(HCFA)
Administration
Financing
to this problem.
Following July's hearing on the quality of care in nursing homes, HCFA embarked
on implementing a very aggressive enforcement policy. Last week, HCFA announced
plans to give greater guidance and oversight to the complaint investigation process.
in
I believe that the complaint investigation process can be a very effective tool
monitoring the quality of care in nursing homes. I look forward to hearing these
that when
plans for improvement in more detail. Consumers have the right to knowand
the apthey file a complaint on behalf of a loved one, it is investigated swiftly
propriate enforcement action is taken.
Lastly, we need enforcement measures that deter deficiencies and maintain compliance with state and Federal regulations. We can no longer accept repeat offenders
that yo-yo back and forth, in and out of compliance. The GAO report on enforcement
reveals that 40 percent of homes with deficiencies are repeat offenders. This is not
acceptable. We must also ensure that HCFA and the States have the needed reor
sources to carry out enforcement measures. States cannot investigate complaintsand
conduct re-visits that determine compliance without the necessary resources
staff.
I look forward to continue working with HCFA and the nursing home industry
to ensure that older Americans can trust the quality of life in nursing homes. The
majority of nursing homes provide outstanding care, and we must work with them
the
to make sure that bad apples are driven from the system. Congress, HCFA and
care
nursing home industry have all made strides toward improving the quality of
in nursing homes. However, we must not be afraid to take the further steps needed
to eliminate all deficiencies and to provide only the best care for our seniors.

The CHAumAN. Thank you, Senator Breaux, and particularly for
your last statement that again ratifies what has normally been
done in this committee, a great bipartisan cooperation, and thank
you very much. Senator Hutchinson and then Senator Wyden.
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STATEMENT OF SENATOR TIM HUTCHINSON
Senator HuTmCHNsoN. Thank you, Mr. Chairman, and I appreciate what Senator Breaux said. I also appreciated his paraphrase
of Senator Humphrey's comments because I agree any society's humaneness is best judged by how they treat their most vulnerable
members and there are few who are more vulnerable than those
who reside in our nation's nursing homes. So, Mr. Chairman, this
is a critically important hearing. We have 1.6 million disabled and
older Americans residing in America's nursing homes. This population is particularly vulnerable. We need to ensure that they receive high quality care.
Most nursing homes and nursing home operators do a good job.
They do an outstanding job. However, the General Accounting Office report that will be released this afternoon points to a very disturbing trend of abuse and neglect in some of our nation's nursing
homes. Although nursing homes must meet state licensure requirements, the vast majority of nursing homes participate in Medicare
and Medicaid which require them to meet certain eligibility criteria. These standards simply do not appear to be being enforced.
Between July 1995 and October 1998, the GAO reports that 40
percent of nursing homes found to have serious deficiencies
through an initial survey were found in a later survey to have deficiencies of equal or greater severity. In other words, the problems
were not being corrected.
Mr. Chairman, let me also just say that I share your profound
disappointment in HCFA's decision not to participate in the hearing today. I perused the letter that DHHS sent informing the committee of their decision not to participate and I think for whatever
precedent they may have, whatever protocol they may be relying
upon, it was a very profoundly disappointing decision and one that
is counterproductive for the best interest of HCFA.
For some families, nursing homes are the only place equipped to
care for their loved ones and the decision to place a relative in a
nursing home is painful enough. Family members should have the
assurance that they are placing their loved ones in a facility that
is going to provide quality care, not substandard care, and where
there will not be potential abuse or neglect.
A combined effort by the nursing home industry, state agencies,
and the Federal Government is required to provide this assurance.
HCFA's no-show today is a disappointing vote on their behalf not
to be a part of that partnership. So I look forward to working with
my colleagues, Mr. Chairman, particularly you, in identifying ways
that we can address the concerns expressed in the GAO report
today.
The CHAnuMAN. Thank you, Senator Hutchinson. Senator Wyden.
STATEMENT OF SENATOR RON WYDEN
Senator WYDEN. Thank you, Mr. Chairman, and I want to congratulate you and Senator Breaux for undertaking this effort in a
bipartisan way. I have been reading these GAO reports about longterm care since my days when I was the director of the Gray Panthers at home in Oregon. I think this is a very important report,
and I commend you, Mr. Chairman, and Senator Breaux for your
efforts.
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Mr. Chairman and colleagues, you cannot get the patient advocates and the nursing home industry to agree very often, but at
this point both believe that Federal oversight of nursing homes is
a mess. For example, though the two sides have a difference of
opinion with respect to fining nursing homes for violations, both
sides agree that the way the Health Care Financing Administration is setting in place the civil monetary penalties section of their
program, both sides agree that that system is just riddled with
holes.
And what is especially unfortunate about the situation that we
are in today is that the Health Care Financing Administration is
always playing catch-up ball with respect to the most serious problems. For example, at the bottom of page three of the GAO report,
the auditors make it very clear that the best that you can say
about the performance of the Health Care Financing Administration is they are getting around to tackling the problems found in
the earlier studies done by the auditors. Suffice it to say we need
to take some fresh new approaches. I hope the Health Care Financing Administration will be open to that.
My State is preparing a request for a demonstration project
which would look at an innovative way to improve quality in nursing homes in our country. I hope the Health Care Financing Administration will look favorably on that request for a state demonstration project.
These issues are simply too important for the premier agency,
the Health Care Financing Administration, to be sitting on the
sidelines, and I think that is what we have today. They have for
all practical purposes just dropped out of the process and I think
that that is certainly not what the American people need and deserve. I look forward to working with you and your colleagues, Mr.
Chairman, in a bipartisan way.
The CHAIRMAN. Thank you, Senator Wyden. Senator Reid and
then Senator Bayh.
STATEMENT OF SENATOR HARRY REID

Senator REID. Mr. Chairman, I think that we should direct a letter to the Secretary Shalala to tell her that we do not appreciate
what was done. I do not think the Secretary would do this. I mean
she would be happy to wait around to see what the other witnesses
said. I just think that we should, on behalf of the committee, write
to her and say this is unacceptable.
The CHAIMAN. I will follow your advice and I will ask as many
of you who want to sign the letter to co-sign it with me.
Senator REID. Mr. Chairman, I have a statement that I would
ask that you make part of the record as if given.
The CHAIRMAN. So be it.
Senator REID. I am anxious to hear the two witnesses before I
leave. I just want to say, Mr. Chairman, in addition to my statement that I think, based on what I understand the two witnesses
will testify in the first panel, one of the problems we have with
long-term care in this country is that care goes where the money
is rather than where the help is needed. As a result of that, we get
a lot of very unfortunate things take place. We have to take a look
at how we render long-term care in this country to put the money
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where it is needed. If we did that, I think we would have far less
abuse than what we do have because I repeat, the people who run
these facilities, and I can certainly understand why they-I do not
approve of it, but I can understand why-because they are trying
to make money, they direct all their resources to where the money
is. And we need to change the system so that they are rewarded
for taking care of people who need help and I would hope that we
would all keep this in mind.
[The prepared statement of Senator Reid follows:]
PREPARED STATEMENT OF SENATOR HARRY REID

Good afternoon Mr. Chairman, members of the Committee, and distinguished
panel of witnesses. I am pleased that the Committee is continuing to examine the
Luality of care provided to nursing home residents across the country. I commend
the Chairman for convening this distinguished panel of witnesses.
During the 105th Congress, this Committee held a 2-day oversight hearing that
addressed the quality of care in California nursing homes. It would be hard to forget
the horrifying stories we heard from the families, nurses, doctors, and nursing home
aides who witnessed nursing home abuse and neglect first-hand. While we cannot
change what has already happened, we can take steps to prevent similar horrors
from occurring again in the future. The witnesses at our Last hearing all pointed
to problems with the state complaint investigation process and the lack of proper
enforcement of established regulations. I am pleased that we are taking a closer
look at these issues today.
As the largest single payer of nursing home care, the Federal Government is
charged with ensuring that our oldest, most vulnerable population receives quality
care, and that our standards are strictly enforced. If we turn a blind to the serious
lack of enforcement of nursing home standards in this country, we are no better
than the facilities that condone negligent and abusive practices in their nursing
homes.
We have worked hard to improve the enforcement of nursing home standards and
to find ways to create greater protections for our seniors. Last Congress, Senator
Kohl and I introduced legislation that would require criminal background checks of
all prospective nursing home workers and establish a national registry of individuals convicted of nursing home abuse. By identifying those who have been abusive
in the past, we can prevent similar crimes from reoccurring in nursing homes. I look
forward to introducing similar legislation this session.
Although these efforts are a step in the right direction, it is still clear that a lot
more must be done. And it must be done immediately. If we cannot provide protections for the 1.6 million seniors in nursing homes today, we certainly will not be
equipped to accommodate the 4 million seniors expected to live in nursing homes
by the year 2030.
Again, I thank the Chairman for convening these hearings. I understand that
members of our first panel will be sharing their personal experiences with the Committee. I understand that reliving these memories can be painful, and I applaud
your courage. Thank you.

The CHAIRMAN. Senator Bayh. Thank you, Senator Reid, for your
suggestion.
STATEMENT OF SENATOR EVAN BAYH
Senator BAYH. Thank you, Mr. Chairman. I would like to echo
the comments of my colleagues in expressing my gratitude to you
and to Senator Breaux for your leadership in bringing us together
here today on this important issue. I must say, Mr. Chairman, I
am new to the U.S. Senate, but I find it to be amazing quite frankly the letter that we received from the department here that apparently in a fit of bureaucratic pique, HCFA has declined to be
present today to discuss an issue of profound importance to the
well-being of tens of thousands of our fellow citizens.
I am concerned that apparently some members of the Federal
Government have it backwards. We work for the public, not the
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other way around. And for them to refuse to appear here today I
think sets a very, very sorry example. I would also like to say that
I noticed in perusing their letter, it refers to the department's policy. Mr. Chairman, I would ask who takes precedence, the department's policy or this committee in Congress' policy, about trying to
air the best interests of the American people?
So I am afraid that their failure to appear here today only exacerbates an unfortunate trend in the public at large to not have
faith or confidence in our public institutions, and I regret their decision very much, and I will be more than happy to sign my name
to the letter that Senator Reid suggested we put together and
would hope that in the future they would not elevate form over
substance but instead would focus on their job rather than who testifies in what particular order.
Just very briefly, I am going to take 1 minute here. This is an
important issue for our State. We have more than 44,000 citizens
in long-term care facilities in the State of Indiana with about 600
and some homes across the State. The families who place their
loved ones in these institutions are counting on us to make sure
that they provide the highest quality care that we can possibly provide, and although absent I would encourage the department if
there are problems to come forward and freely admit them. Let us
work on them together and see if we cannot make for a better environment for the people who have hired us to do this job.
Having said that, Mr. Chairman, I am looking forward to the testimony we are going to hear today and would thank the witnesses
for coming.
[The prepared statement of Senator Evan Bayh follows along
with prepared statement of Senator Larry Craig:]
PREPARED STATEMENT OF SENATOR EvAN BAYH

Good Afternoon, Thank you Mr. Chairman and Senator Breaux for holding a hearing on nursing homes and the complaint and enforcement process.
Seniors enter nursing homes because they are in need of around the clock medical
attention, assistance with their day to day living needs, or due to illness or frailty
can no longer live on their own without supervision. Those are the services nursing
homes are intended to provide, to assist seniors with the basic necessities of life.
They are expected to provide these services with a standard of care that does not
lead to negligent behavior. It is unacceptable for seniors to have medical needs ignored. It is unacceptable for seniors to reach malnutrition because no one is watching if they are eating or what they are eating. And it is unacceptable for nursing
homes to continue to use items that have already been deemed dangerous. If compassion isn't enough to motivate nursing homes, administrators and society, to provide this basic level of care, then we must use the strength of the law. We have
a responsibility to take care of those who can't take care of themselves. We must
protect our seniors when they are vulnerable.
There are over 44,000 residents located in one of the 614 nursing homes in Indiana. For the health of each resident, it is essential that the nursing homes be in
compliance with the many state and Federal regulations.
The reports released today from the General Accounting Office and the Office of
the Inspector General detail the deficiencies in our current system of processing
claims and enforcing the rules regarding nursing homes. It is important we do not
try and place blame on any one group or implement more regulations without evaluating their true effectiveness. There must be changes that result in better care for
our seniors. I look forward to hearing the testimony this afternoon, learning about
not only the current problems, but the suggested solutions. Every system can continually be improved, I am interested in looking at ways to improve our current nursing home complaint and enforcement systems.
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PREPARED STATEMENT OF SENATOR LARRY CRAIG

I would like to thank the Chairman for holding this hearing today regarding the
quality of care our elderly are receiving in nursing homes, and the enforcement
needed to oversee this quality. I would also like to thank each of the witnesses for
taking the time to appear before the committee to testify
We have an opportunity to ensure that the vulnerable people who reside in nursing homes are protected. We need to better investigate future incidents and make
sure we have a strong safety net for those living in the homes. Standards of quality,
and the enforcement of those standards, whether they are established and enforced
by the States or by the Federal Government, are an issue that will require the Congress continual oversight. Coming from a State with many rural areas, the commitment to high quality and accountability, requires a balance so that the regulations
and bureaucracy do not become barriers of access to nursing home care. There are
a lot of thoughts out there on this issue. My priority is to look at constructive ideas
and build a strong, safe future for the many elderly who depend on nursing home
facilities.
Again, I would like to thank the Chairman and our panel of witnesses here today.
As dicsussion continues, it is crucial that we thoroughly discuss effective options for
securing nursing homes. I look forward to the benefit of the insight of today's witnesses. Thank you.

The CHAnMAN. Thank you very much. And I would now ask Ms.
Bryant and Ms. Cruz to come together and take their respective
places at the table and I will introduce you and then I ask you to
speak. On this panel, the two individuals have experienced firsthand frustration experienced when complaints about nursing home
neglect, and these were filed on behalf of loved ones, do not receive
an adequate response.
Our first witness today is Ms. Gloria Cruz. She is here to tell us
about her experience with the complaint investigation process. Ms.
Cruz' grandmother entered a nursing home in December 1996. She
was released from the nursing home in critical condition and died
nearly a week later. She was suffering from an extremely low sodium level and pneumonia. Ms. Cruz filed a formal complaint on
October 24, 1998 and now more than 20 weeks later has yet to receive a response.
Our second witness is Ms. Denise Bryant. Ms. Bryant is here to
share with us her experience with both nursing home complaint investigation process and the Federal enforcement system. Ms. Bryant's aunt suffocated after becoming trapped between her nursing
home bed and bed rail. Ms. Bryant filed a complaint. The State did
an investigation but said nothing was wrong. Ms. Bryant persisted
and another investigation was conducted. This time the home was
cited. What followed was a yo-yo pattern of compliance.
I want to put you all at ease, first of all. Pull the microphone just
a little bit close to you if you would to start with because these
microphones do not work from such a distance. Second, I know it
is a very traumatic experience that you have come here and your
family to testify about, and obviously we only want to express our
sympathy and condolences, more often our thanks for your coming
to testify under troubled times for you. We would wish that we
could do something about that. What we can do something about
is to make you welcome. You have responded to our invitation. We
thank you for that response. And to be comfortable in your presentation and also to be comfortable in the way that this committee
is here because we know things are wrong and we want to find answers.
I would start with Ms. Cruz.
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STATEMENT OF GLORIA CRUZ, A GRANDDAUGHTER WHO
FILED A FORMAL COMPLAINT FOLLOWING THE DEATH OF
HER GRANDMOTHER REGARDING THE CARE HER GRANDMOTHER RECEIVED IN A MARYLAND NURSING HOME

Ms CRuz. Hi. I would like to thank you for the opportunity to express my concerns over the lack of response and care by the Licensing and Certification Administration. I am here today in hopes that
something can be done to stop nursing homes from the abuse and
neglect they inflict upon elderly and the physically handicapped.
Unless and until we can get the Licensing and Certification Administration to take these complaints seriously and act upon them, the
tragedies that befall these residents and ultimately their families
will continue.
My complaint involves the gross negligence of the nursing home
where my grandmother, was residing prior to her death. I would
like to begin by offering you some history of the relationship I had
with my grandmother. She was not only my maternal grandmotherThe CHAIRMAN. Just feel comfortable. Take your time.
Ms CRuz. She was not only my maternal grandmother. She was
my best friend, the kind of friend people can only dream about, but
I was lucky enough to experience. Granny was there when I was
born and I subsequently spent the next 40 years with her. She
lived with my family so she was an important part of my childhood
years. We were roommates for 10 years, we worked side by side as
cashiers in a theater, she was my matron of honor when I married,
and I remained at her side holding her hand from 8:30 in the
morning on October 15, 1998 until 2 a.m., October 16, 1998, just
1 hour prior to her death. I was her power of attorney and her legal
guardian. During her stay at the nursing home, I visited her three
times a week and called her daily. I did her laundry, I took care
of her finances and I took care of her general well-being, making
sure she was treated properly while in the nursing home. And to
this day, I carry her close to my heart in a locket.
Given this, I will briefly explain the events which necessitated
my complaint to the Licensing and Certification Administration.
My family and I moved to Millsboro, DE, on September 19, 1998,
with the intention of having my grandmother transferred to a nursing home just a half a mile from my new home. The paperwork had
already been implemented and we were awaiting approval for her
transfer. On October 9, my parents drove up to Baltimore to transport my grandmother from Baltimore to Delaware. I would like to
add that I had spoken with several staff members from the nursing
home during the week of October 5, questioning her health and
ability to be relocated to another facility.
A member of our family had been visiting her and was concerned
about her health. She seemed to be quite ill. When I questioned the
staff, including the administrator, I was informed that she was indeed well enough to be transferred and was excited about it as
well. My grandmother was released just shortly after noon on October 9 with a critically low sodium level as well as a high white cell
count. However, I was not informed of her critical health until after
she had left the facility.
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The nursing home received the lab report on the morning of October 8, yet chose to release her anyway on the following day.
Please note that my parents questioned her health when they
picked her up and were told she was just sleepy. In addition to not
informing me of her critical situation, her physician was not notified either. A charge nurse called me after my parents had left
with her to tell me she was quote "very, very sick" and they believed she had pneumonia. The physician was also called after her
discharge and informed of her condition. My grandmother was immediately taken to a hospital upon her arrival at the Delaware
nursing home as her sodium level had dropped from a critically low
level of 114 to 93. One week later, on October 16, 1998, she passed
away.
On the evening of October 19, 1998, I received a call from her
physician. He spoke to me at length and indicated that had she
been hospitalized immediately upon receipt of her lab findings, she
would have lived. My grandmother's death was due to the negligence of the nursing home. After speaking with the physician and
hearing his assessment, I decided to report this to the Licensing
and Certification Administration.
On October 24, 1998, I sent a letter to the manager of Complaint
Investigations of the Licensing and Certification Administration in
Baltimore, MD. They never responded to my letter. So on December 15, 1998, I sent a letter to the Patient Abuse Coordinator at
the Office of the Attorney General with a copy to the manager of
Complaint Investigations of the Licensing and Certification Administration. I called the attorney general's office the following week
to follow up. The gentleman informed me that he had just coincidentally discussed the matter with the manager and suggested I
phone her. I immediately called. At first she acted as though she
could not recall the case. When I reminded her that she had just
hung up with the attorney general's office, she regained her memory.
She informed me that they were quite busy, as they receive
about 80 complaints per month on nursing homes. She assured me
that the case would be investigated and I would be notified of their
findings. On February 25, 1999, I again spoke with the physician.
I had previously been contacted by a reporter who was interested
in the story. He asked me if the physician would agree to be interviewed for television. I told him I would contact the physician. The
doctor reiterated his belief that my grandmother should not have
been released with a critically low sodium level and that he was
unaware of her lab report until after she had been discharged.
He further stated that the administrator and charge nurse at the
nursing home were quote "blatantly lying" to me concerning the incident. Again, he stated that she could have lived had she been
hospitalized immediately. He was, however, skeptical about being
interviewed on the television. Nevertheless, he agreed to speak
with a reporter. In addition, he suggested that I call the manager
and inform her that the press was now involved.
On March 1, 1999, I phoned the manager. Once again, I had to
initiate the call. I had still not received a response from the Licensing and Certification Administration. At this time, she repeated to
me that they receive approximately 80 complaints per month. She
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added that they deal with the live residents before they deal with
the dead ones. I was appalled by this comment and I even stated
to her that perhaps if they dealt with the complaints about those
residents which had passed away due to neglect and/or abuse, the
live ones may be saved. Once more, she assured me that the investigation was pending and I would be notified when it was completed.
I just received a letter from them on Saturday stating that-it
says: Dear Ms. Cruz, this letter is confirmation that you have
lodged a complaint against the above facility. An investigation will
be conducted by the professional staff of this unit and you will be
apprised of the results. If you have any questions or additional information, you may contact me and they have the phone number,
and I just received that on March 20.
In closing, I would like to say that I am pursuing this because
I don't want my grandmother's death to be in vain. I don't want
another family to go through the pain and suffering we have endured because of the gross negligence of a nursing home and subsequently the lack of concern and care from the Licensing and Certification Administration. My parents are getting older. My dad is
70 years old and he suffers from emphysema and asbestosis. How
can I conscientiously even consider placing him in a nursing home
after what I have experienced?
I feel that by giving this testimony perhaps I can help save another family from the pain and suffering of losing a loved one.
Thank you again for the opportunity to express my experience with
both the nursing home and the Licensing and Certification Administration.

[The prepared statement and other related material follow:]
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TESTIMONY OF GLORIA CRUZ
Senate Special Committee on Aging Hearing
"Residents At Risk? Weaknesses Persist in Nursing Home
Complaint Investigation and Enforcement"
March 22, 1999
I would like to thank you for the opportunity to express my concerns over the lack of
response and care by the Licensing & Certification Administration. I am here today in hopes that
something can be done to stop nursing homes from the abuse and neglect they inflict upon the elderly
and physically handicapped. Unless, and until, we can get the Licensing & Certification
Administration to take these complaints seriously and act upon them, the tragedies that befall these
residents, and ultimately, their families, will continue.
My complaint involves the gross negligence of the nursing home where my grandmother, the
late Elsie Wagner, was residing prior to her death. I would like to begin by offering you some
history of the relationship I had with Ms. Wagner. She was not only my maternal grandmother, she
was my best friend. The kind of friend people can only dream about, but I was lucky enough to
experience. "Granny" was there when I was bom, and I subsequently spent the next 40 years with
her. She lived with my family, so she was an important part of my childhood years. We were
roommates for ten years, we worked side- by-side as cashiers at a theater, she was my matron of
honor when I married; and I remained at her side, holding her hand, from 8:30 a.m. on October 15,
1998 until 2:00 a.m. October 16, 1998, just one hour prior to her death. I was her Power of Attorney
and her legal guardian. During her stay at the nursing home, I visited her three times a week and
called her daily. I did her laundry, I took care of her finances; and I took care of her general wellbeing, making sure she was treated properly while in the nursing home. And, to this day, I carry her
close to my heart - in a locket.
Given this, I will briefly explain the events which necessitated my complaint to the Licensing
&Certification Administration.
My family and I moved to Millsboro, Delaware on September 19, 1998 with the intention
of having my grandmother transferred to a nursing home just 1/2 mile from my new home. The
paperwork had already been implemented, and we.were awaiting approval for her transfer. On
October 9, my parents drove up to Baltimore to transport my grandmother from Baltimore to
Delaware. I would like to add that I had spoken with several staff members from the nursing home
during the week of October 5, questioning her health and ability to be relocated to another facility.
A member of our family had been visiting her and was concerned about her health; she seemed to
be quite ill. When I questioned the staff (including the administrator), I was informed that she was
indeed well enough to be transferred and was excited about it as well. Ms. Wagner was released just
/shortly after Noon on October 9 with a critically low sodium level, as well as a high white cell count.
However, I was not informed of her critical health until AFTER she had left the facility. The nursing
home received the lab report on the morning of October 8 yet chose to release her anyway on the
following day! Please note that my parents questioned her health when they picked her up and were
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told she was just sleepy. In addition to not informing me of her critical situation, her physician was
not notified either. A charge nurse called me after my parents had left with her to tell me she was
"very, very sick" and they believed she had pneumonia. The physician was also called after her
discharge and informed of her condition. My grandmother was immediately taken to a hospital upon
her arrival at the Delaware nursing home as her sodium level had dropped from a critically low level
of 114 to 93. One week later, on October 16, 1998, she passed away.
On the evening of October 19, 1998,1 received, a call from her physician. He spoke to me
at length and indicated that had she been hospitalized immediately upon receipt of her lab findings,
she would have lived. My grandmother's death was due to the negligence of the nursing home.
After speaking with the physician and hearing his assessment, I decided to report this to the
Licensing &Certification Administration.
On October 24, 1998, I sent a letter to Ms. Mary Balintfy, Manager of Complaint
Investigations of the Licensing &Certification Administration in Baltimore, Maryland. They never
responded to my letter. So, on December 15, 1998, I sent a letter to the Patient Abuse Coordinator
at the Office of the Attorney General, with a copy to Ms. Balintfy. I called the Attorney General's
office the following week to follow up. The gentleman informed me that he had just, coincidently,
discussed the matter with Ms. Balntfy and suggested I phone her. I immediately called Ms. Balintfy.
At first, she acted as though she could not recall the case. When I reminded her that she had just
hung up with the Attorney General's office, she regained her memory. She informed me that they
were quite busy as they receive about 80 complaints per month on nursing homes. She assured me
that the case would be investigated and I would be notified of their findings.
On February 25, 1999,1 again spoke with the physician. I had previously been contacted by
a reporter who was interested in the story. He asked me if the physician would agree to be
interviewed for television. I told him I would contact the physician. The doctor reiterated his belief
that Ms. Wagner should not have been released with a critically low sodium level and that he was
unaware of her lab report until after she had been discharged. He further stated that the administrator
and charge nurse at the nursing home were "blatantly lying" to me concerning the incident. Again,
he stated that she could have lived had she been hospitalized immediately. He was, however,
skeptical about being interviewed on television. Nevertheless, he agreed to speak with the reporter.
In addition, he suggested that I call Ms. Balintfy and inform her that the press was now involved.
On March 1, 1999,1 phoned Ms. Balintfy. Once again, I had to initiate the call; I had still
not received a response from the Administration. At this time, she repeated to me that they receive
approximately 80 complaints per month. She added that they deal with the "live" residents before
they deal with the "dead ones." I was appalled by this comment. I even stated to her that perhaps
if they dealt with the complaints about those residents which had passed away due to neglect and/or
abuse, the "live" ones may be saved. Once more, she assured me that the investigation was pending
and I would be notified when it was completed. To date, I have not heard from them.
In closing, I would like to say that I am pursuing this because I don't want my grandmother's
death to be in vain. I don't want another family to go through the pain and suffering we have endured
because of the gross negligence of a nursing home and subsequently the lack of concern and care
from the Licensing and Certification Administration. My parents are getting older; my Dad is 70
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years old and suffers from emphysema and asbestosis. How can I conscientiously even consider
placing him in a nursing home after what I've experienced?
I feel that by giving this testimony perhaps I can help save another family from the pain and
suffering of losing a loved one. Thank you again for the opportunity to express my experience with
both the nursing home and the Licensing and Certification Administration.
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October 24, 1998
Manager. Complaint investigations
icensing &Certification Administration
4201 Patterson Avenue
Baltimore, MD 212; 5
Re

i

_

Deara
I am writing to formally place a complaint against a nursing home in Baltimore,
Maryland. The nursing home is
in
_
_
The
staff at
m
released my grandmother,
on Friday, October 9, 998 In
crltically ill health. We are filing this complaint for the abuse and neglect that my
grandmother has suffered in the hands of this nursing home. She passed away In a Delaware
hospital the foliowing Friday. October I 6. 998 due to the gross negligence of i
My family and I recently moved to Delaware and were in the process of moving my
grandmother.
A
_
to a nursing home close to us in Milisboro, Delaware. i am
extremely close to my grandmother and am her legal guardian. On or about Thursday,
September 24, 1998. a staff member caiied me at approximately 10:45 p.m. to inform me that
mry grandmother had 'fallen in the bathroom at 9:30 p.m. and x-rays were being taken to see
if she broke her arm. She was taken to rheEmergency Room early the next morning
(approximately 5:30 a.m.). it was determined that she had broken her arm and a cast was
placed just below her shoulder to slightly above her eibow (as reported to me by a_
_nurse).
AIt may be of interest to see If blood tests were taken on September 25 by_
to see what her sodium level was at that time.j
On October 6. 998. an approval (by Medicaid and the
came in
cod be admitted to the Delaware nursing home
. We scheduled to have her picked up on Friday. October 9. 199.
Ve
were told by the staff at
ta nhere was no medical reason for
to
be transported by amouiance so my parents Paui and Barbara Harris) were driving up to
Baitimore in their vehicie to pick upr
Fease note that mw
as nonarnbulatory and had a broken arm in addition to being wheelchair bound. i he ambulance crew
in Delaware has told us that being non-ambuiatory is medicai reason eno
to e transported
by ambulance. However as stared berore
taadministratorj and i
sociai
worker), both of
aoid us that Medicare would not pay for transportation
that

because there was no *iaumdta
ca feason i;

bau

an;;
n
;i

i

However, in the meantime, a relative (Eva Tom) had been visiting my grandmother My
grandmother kept compiaining of being sick:- Ms. Tom informed me that she feit a blood test
shouid be done on4
ro
find out whv she was feeiinq sickm
refused
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October 24. 1998
Page 2

i vital signs were normal; and there was no
_
to do the blood test, stating that
medical reason to perform a blood test. I called the staff at the nursing home Includinn ny
_
and the administrator
grandmothers nurses the social worker
They kept telling me that my grandmother was well and did not need these tests. Ms. Tom
persistently requested that these tests be done. After several phone calls it was determined
on Wednesday,
that ;, as legal guardian, had to request these tests. I spoke to
October 7 to request the blood tests, which i was told were to be taken at 6:00 a.m. on
Thursday morning. Late Thursday, I was Informed that her white blood cell count was very
high. (Absolutely no mention of her criticaiiy iow sodium level was made.) I questioned two
nurses on that day as to the fact that high white blood cells meant leukemia, cancer or some
type of infection. I was told that because my grandmother did not have a fever, there was
nothing to worry about - 'no fever, no infection.' Because Ms. Tom kept questioning Ms.
an assessment of her
Wagner's health and ability to be transported. i asked Ms.ifor
health. Again, she reassured me that my grandmother was well and abie to travel to teiawart
informed me that my grandmother was up and weii, sitting in the
in addition, Mr.
hallway on Monday. He went on to say she had told him she was going to Delaware soon. He,
too, said she was healthy enough to leave the nursin home. In additionin(RN)
that my parents would be picking
stated she was well enough to leae. informed Ms.
there ~was no medicai reason to be transported by ambuiance-) at
up 11Since
approximately 1i:00 a.m. on Friday, October 9. She said she would make sure Ms. Wagner was
ready.
Upoi arriving at ithe nursing homii reuay at approxi. atey 11:00. my grandmother was
because when she knew we were taking her out
o1
asleep. This isvery unlike
somewhere, she was ALWAYS dressed and waiting in her wheelchair. My mother. Ms. Harris,
n knew she was leaving
proceeded to go to the nurses' station to question whether l
and why wasn't she ready. They assured my mother that she was Just sleeping and didn't want
to get ready until my parents had actuaiiy arrived. My parents went down to her room where
the nurses prepared her to leave. However, they did not even dress her; they left her in a
lightweight duster which was placed on her backwards, with the back only partially buttoned
'th's wasn t discovered unttl she arrived in Delaare.
Approximately 30 minutes after my parents left
had placed
a caii on my answering machine. My parents had phoned me when they were placing my
qrandmother in the car. Ms.
caii was recorded approximately 30 minutes later.) Her
*iessage said, "Gloria. you need to call re iai.mediately. Your grandmother was very, very sick
when she ieft here. Upon my return (i had qone to Rehoboth to purchase balloons and
Weicome' signs for my grandmother.), i phoned mimmediateiy. She informed me of my
qrandmother's poor heaith. i asked her why she released her in such poor heaith, and she said
aliie.d Ii; DeVawIaC, ; qutioned Lie. lhe-e tL.d
C;;en
i; paJ t-;;s
mot toUl
WI- us zu.,
IuOuime not oniy did they NOT insist on ner ieaving, but did not SiGN any reiease forms either.
stated that my grandmother was only sleepy. They felt she had
Again, they said ihad
been doped up -
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October 24, 1998
Page 3
My grandmother was taken to
Medical Center immediately after the house doctor
atinilstened
to her chest and lungs. The house doctor's name is Dr.
He called me out in the hail and said without even looking at chest x-rays, he
was positive my grandmother had pneumonia. in addition, the nursing home staff noticed
horrible, horribie bruises on my grandmother's arm, left side, left breast and right arm/hand.
Wedo have pictures of these bruises which were taken upon her arrival at the hospital.
Blood tests were taken at inMedical Center on Friday, October 9 when she arrived.
Her sodium level had dropped to somewhere in the 90's by that time. At this point in time, she
had pneumonia and a condition caiied 'adrenal crisis, a result of the critically low sodium ievei.
i have been told by the medical personnae in Delaware, as well as Dr.
(her physiclan
from
that they have never had a patient with such iow sodium ieveis. MV
grandmother fought for her iife at _Medlcai Center for a week, with her systems siowiy
shutting down; a fete one doctor canled a miracie. i can certainly go into detaiis if you wish,
Including a temporary pacemaker, CT scans, etc.
i spoke to Dr.
of Baitimore on Monday, October I 9, 1998 at
approximately 8:00 p.m. He informed me thar HE was not notified of the criticaily low sodium
level until Ms. Wagner had been released from
Dr.
szated that Ms.
M called himr AFTER my parents had already left the nursing home. He went on to tell me
that he and the medical director, Dr.
_ , personaiiy visited
ehe
week of
October i 2 and found no mention of the caii which allegedly had been made to him on October
8, i 998 informing him of the sodium ievei. in addition to arriving att
with pneumonia and adrenal crisis,
i visited

w

as

dehydrated as well.

on Monday, October i 9 in the morning to discuss severai

discrepancies I had found with Mr. mand Ms. _ Again, they claimed that Ms.
f
was 'waving to and kissing everyone goodbye- when she ieft on that Friday (October 9). in fact,
I spoke to the nurse who took my grandmother down to my parents' car that afternoon, and
she said that my grandmother was so
and out of IW that she had to turn the wheelchair

~weak

around because my grandmother's feet were just dragging. She also stated that SHE had kissed
my grandmother on the cheek, however, my grandmother DiD NOT return the kiss nor did she
kiss anyone else or wave goodbye to anyone else. ' his was the same story my parents had
given me which i relayed to Mr. _
and Ms. _
Their response was your parents don't
remember much of anything.-) i questioned the dehydration; Mr. isaid,
she was in
the car for five hours!i Fact: dehydration DOES NOT occur within a five hour period; parricuiariy
when my parents had stopped to get her a drink. ;n relation to the fact Mr.mand Ms._
stated that my grandmother was waving to and kissing everyone goodbye, Dr.
_
informed me that it would have been PHYSiCALLY iMPOSSiBLE for her to even be alert with such
a critically iow sodium ievei tuhe iab report received by
flon
i u08i9S at 5:02
a.. stated tie sodulii ;eve; Go, at ad i. :;y ;-v
114).in fadct he said that sc Uoutd
uoit
have been roraiiy aiert- aji week - as is notec in mhenurses notes of thar particuiar week. He
told me those notes could not be correct as, again, it was physically impossible.

~Weli,

i also questioned whether MS.
nhad checked my grandmother's arm (where it had
beeiUi broken) beiore Sl iel. .:;; saiud ya. I ask. d 1iir Vvi hiiedidn;t ntice tiat the borne was
starting to protrude through the skin (which was noted by the ornhopaedic surgeon at_
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Medical Center who examined the injury and rebandaged it because of the poor bandaging
which had been done in Baltimore). She stated it must have happened enroute to Deiaware. So
essentially what Mr. _and
Ms. iare
telling us is that within a five hour period (which
technically was four and a haf hours as she left at approximately 12:30 p.m. and arrived at the
nursing home in Delaware at approximately 5:00 p.m.), my grandmother developed pneumonia,
a critically low sodium level causing an adrenal crisis, dehydration and the bone protruding
from her skin. in addition, a strap was placed around my grandmother's waist when they were
transferring her to my parents' vehicle. The
personnel le",this strap around
her (unbeknownst to my parents) and by the time she arrived in Delaware, this strap was
wrapped around her chest, causing more breathing probiems. The ambulance crew in Delaware
could not believe this had been done. When questioned about the strap, Ms._and Mr.
_
told me they left It on so that the personnel atwou
ld be able to transl-r to a
wheelchair. I asked them if they honestly felt that the nursing home in Milisboro would not
have the proper equipment to transfer a patient from a vehicle to a wheelchair. Again, the
ambulance crew questioned WHY she was not transported to Delaware by ambulance to begin
w~Ith. Even. Dr.
;
questioried why she wasn; transported by amnbuuani e but was
allowed to go in a vehicie.
I am enclosing a copy of the peftinent names and addresses of those people that came
in contact with my grandmother. in addition to Dr. _she
was seen by a cardiologist (Dr.
and an or;:hopaedic surge.,r ; do n nhave his nane at t;:is t;,ine, but t;;e
Medical Center couid supply this information).

i wouid appreciate it if you could investigate this matter as soon as possible. i was Ms.
Wagner's Power of Attorney and am the executor of her estate; therefore, if a signature is
needed ,.or records etc., ; would be more than happy to accommodate you.
Should you have any questions or wish to discuss this further via a phone call. i may be
reached at (302) 933-0336. i look forward to hearing from you soon.
Sincerely yours,

Gloria Cruz
cc:

_

President.

Maryiand State Department of Aging
._A; ,1J
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Office of the Attorney General
200 Saint Paul Street
Baltimore, MD 21202
Dear

_

Per our conversation ysterday. I am writing this letter to cpleain in detail what we
believe to be criminal neglct and abuse upon my grandmother,the late _
!
it is our
beliefthat she passed away due to the gross negligenc ofthe nirsinghome where she was
rasiding,
Maryland. I am enclosing several pieces
of evidence including photographs, nurses' notes, the ppysician's note, and mast specifically, the
lab report dated October 7, 1998.
/ worud like to start off by offering you some history ofthe relationshipIhad with Ms.

She was not only my maternalgrandmother,she was my best friend. The kind of
friend people can only dream about but I was lucky enough to experience. We were roommates
jfr ten years, we worked side-by-side as cashiers at a theater, she was my matrim ofhonor when
I married,; and I remained at her side, holing her hand, from 8:30 a.m. on October 15, 1998
urtil 2:00 a. n. on October 16, 1998, just one hourprior to her death. I was her Power of
Attorney, her legal guardian. While she resided in the nursing home, I visited her three times a
week and called her daily. Idid her laundry, I took care of her finances; and ! took care ofher
general well-being; making sure she was treatedproperly while in the nursinghome. I did make
a few calls to the Departmnent ofAging during her stay at
complainingabout
the treatment of not only my grandmother. but the other residents as well In addition, just
prior to mnymoving out of state, I completed a survey which was mailed to me by an independent
coinpny seeking infornmation on
treatment ofresidents. I was honat on this
survey; I told them I did not frel the patients were being treatedfairly. I even cited a few
instances of 'abrue,' both verbal and phy.,ical
(h)r intent wvas to transfer Als
_
to t h cm
in Millsboro
Delaware prior so my noting so that she would be comfertably settled when I arrived. air
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timefraiu was to get her to the new nursing bome jst one week befor we wm to move. .he has
otherfamily members living in Delaware, incduding her daughter, who would take care ofher the
week prior to my move. However, the paperwoerk was held up; and we were unable to transfer
her as scheduled
Given this background I will cxplain in chronological order the events which occurred up
to and including herfsuneral in Baltimore on Monday, October 19, 1995.
September 19, 1998: My family and I moved from Pa.rkville, Maryland to Afisboro,
Delaware. I visited my grandmother the day before ISeptember l 8Jand she wasfieling wel She
was excited about us being together again soon in Delaware.
September 23, 1998: An x-ray was done on this date and 500 mg ofaugmentin was
ordered for Ms.
_
As her Power ofAttornqy and legal guardian,I was to be notified when
her medication was changed and/or added to. I was never informed of this chest x-ray, nor was I
informed of the medication she was given.
September 24, 1998: 1 received a call at approximately 10.45 p.m. from a nurse,
informing me that Ms. _
had 'falen in the bathroom,' and it was possible she broke her
arm. It is interesting to note that they later said she did not :OL.' They never exactly did
explain what had happened; only that she was found slumped in her wheelchair in the bathroom
at 9.30 p.m. He told me that they were sending herfor x-rays. However, they did not take her
to the
Emergency Room until 5:30 a.m. September 25. Pkase note that accordingto the
Interim Order Fvrm, telephone ordersfromDr irrequest
at 10:00p.m. September 24,
that x-rays ofleft shoulder and humerus be obtained Then, orders ofSeptember 25 at 1.30 a.m.
state 'observe for tonight; send to
in morningfor evaluation and treatment
of kft shoslder. ' Why such a change in orders within a three and a half hour period when
soneone was lying in pain.? Later that morning September 25) I spoke to a nurse who told me
Ai. _did
break her arm and that she had a 'castfrom just below her shoulder to jst
above her elhow.' S he never explained that it was a Ight' cast (not a plastercast) with an ace
bandage wrapped around it, supported by a sling. Ifind it odd that they let her go back to bed
with a possible broken arm - not taking her to the hospital until eight hours after the :OslV It
is notated throughout the Nurse's Notes of discoloration and swelling to the shoulder. I was
never informed of this cither.
e were not awvare of the discolorationand sweUing rnztil she
arrived in Delaware; and you can imagine our shock particularly given the fact that they were
still black, blue and purple (not yellowish green like mnost three week old bruises would be). The
ambulance crew, nurses and physicians were appalled at the bruises.
I wouid particularly like to note t/hat the remarks nade in the ANnrse's Notes dated
Septenber 24. 1991 at 9:0;i p tn. are very pfecliar Vise first sentetnce read, 'Resident noted to
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have swoiUea, tender upper ann by CAM while changing Resident. ' It goes on to say '/uricaid
to room because of Rsidentyellig and rco (complainingot pmn when eft arm and shoulder wuas
touchea' swellfng and pain noted. ' How long did she lay there ifher ann was alreadyswollen
when they went in to check on her? She was ownad in the bathroom tanned completely on right
side ...' Yet her left side was ail barised, and her lft arnn broken 'Resident was still in w/c
(whecichaini at that time, and Was assisted back to bed by both CN"s. Back to bed Was she
already in bed to begin with? If the CIVA was changingher fas stated In flnt sentence), why
didn't the CAR help her to the bathroonm X-ray results were noted at 1.30 a. m offractured
hunerus yet she was not transportedto the hospital oatil 5:30 a.m. far treatment.
Furthermore, there is some controversy over the type ofcast used when she broke
herarm. Ayawatseann.e.te Eos)visitedmygrandmotheronSeptember25 and sadshehad a
plaster cast on her ann. A4 parents went to see her on Saturday, September 26, lss than two
days after her 'f
'l My mother distinctly r-emebe my grandmothersaying her arm was
itching. She and my father both state that a plaiter cast was on her arm at that time. Yet, Mr.
claims she never had a plaster cast.
Week of Septemher 28. 1998: I caled the nsrsinghome several times, speaking to Mr.
f
4ec
Scial Woaer) concerningmygrandmother'stransfer. Atonetime Iquestioned
the possibility of transportingher by ambulance. Ms.
told me that Medicaid would not
cover the cepense because there was no medical reason for her to be transportedby ambulance.
(However, when she was eventually picked up by ambulance in Delaware, the crew there notified
me that the fact she was in a wheeckhair was medical reason enough to be covered by Medicaid.
In addition to being wheelchair bound she NOWbad a broken arm/] Mrs. istated
that
if she were transported by ambulance, the family would have to pay fr it. So, given this, we set
up for her to be piked ap by my parents (Paul and Barbara Harris)as soon as she was
approvedfarMedicaid in Delaware(to be transferredto the Delaware nwuing home).

~

During this week and the one tofallow. I tried several times to coal my grandmother.
However, when Idid get through to her (when someone would pick up the phonefar her as she
coulwd not reach it due to the broken arna,she sowuded grogg, and we did not talk long. At one
point, one of the nurses
told me that she wasn't even getting out of bed; that she wasn't
fceisag weU enough.

October 5, 6 and?, 1991: Afy couain. Au Eva Torn phoned ne from
andmotsher's
roomn to 'oice her concents over ny grandmnothers health. She said that Mrs.
had been
complaining of 'not feeling wUel. S/e wassn t sure what was wrong, she just wasn't feeling welft
AMyconuin suggested we harve blood tests done. During rhe nest two/three days, I spoke to Mr.
_/andinistrator/ r,.
_
Mr.
ad Mli. Moncernng any grandmother's
bealt/s QWhereas
my cousin kept saying mnygrandmother was 'sick , the staffat
ket telling ine sbe wa<rine. questioned whetlJer they jelts hwas well enough to een be
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tranufirredto a new home. 7hey adamantlystated that she was indeed well enough and she was
ecxited about it as welt Mr.
eeven went a for as saying she was 'down in the dining room
eating... I
_passed her in the hallway and she told me she was tcrited about moving and
would be kaving soon ... was jpt as weU as she was when you filf
....
Inasmuch asIwasnmt
sure who was really assessing the situation correctly, I requested the blood tests be drawn. Ms.
_had
demanded the tests be taken; however Air.fninformed her that her request was not
acceptable. He statedthat
Gloria nyself could request these tests as she endwas her legal
guardian. Ispoke to
and she informed me that the tests would be taken at 6.00
a.m. the following day. 7he tests were collected on October 7, 1998 at 10:13 a.m.
In the meantime, I had met with Ms.
of the Divfsion fSocial Services in
Delaware on October 6. After going through the properpaperwork, Ms. _put
in our
appifcationfor approvaL She informed me that it usually takes 90 days for an approval.
However, she phoned me that evening to let me know Ms.
_
applicationwas approved.
She even stated thatshe had never received an approval so quickly but; she knew I was so acwited
and anxious to get my grandmotherclose to me once again that she
uested a prompt reply for
approval (and, surprisingly received it). I in turn, called Ms. jto
tell her my parents
would pick up Ms. _on
Friday, October 9, 1998 at 11:00 a.m. The arrangementswere
consflrmed, and she said she'd make sure Ms. _was
ready to go at that time.
October 8, 1998: Both my awnt M.dsa.ghter
who resides in Baltimore) andI
tried several times to get the blood test results.. -_o
no avaiL We were told
the tats had not come in yet. [Plcase note that the reslts of thes tets wer foxed to
I
on October 8, 1998 at 5:02 a.m.j Rnaly. late that afternoon, I was informed that Ms.
Wagner's white cell count was high. No mention of her criticaly low sodiunlvel was ever
made. In fact, we were not aware ofher sodiuom level until the day of herfimens4 October 19,
1998, when I visited
a
requested her medical records. I questioned the
possibility of infection, pneumoonia or even leukemia becamse of the high white cell count. I was
informed that Ms.
had no fever, therefore, there was no infiction. Again, I was told she
was definitely well enough to be transferred the following day. I was still apprehensive, so I called
back that night Garound 9:00 p. )nJ
and spoke to another nurse. She, too, informed me no flyer,
no infiction. Again, I was assured that Ms.
_
was fine and medically well enough to move
to Delaware. I spoke with Mr._
Ms._
Ms._and
two nurses, aU of whom
confirmed that Ms.
was medicaly capable of movingand that nofirther tets need be
do,,e at that time. [Pease iote, howev'er, tl/at upon discharge QZessthan 24 hours later), they
reco,n,nendedchest x-rays wben ,he arrived in Delaware. T1is was noted on her discharge
papers, however, my parents wer not verbally informied ofthis, as the nuirses notes state.]

and

October 9, 1998: My parents drove tip to Baltisnore to pick uip iny grandmotherand
arrit,edat 11:49 a.m. UIon eIJeir arritval, Ms _uiwas
is bed asleep. 7Tis in and of itself
is ,nantal as whenever we wnerr taking A*. Mo
nt Ii. . Mhe nall. Onicl, or even jsta for a
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waUJ, she would be up, drbsed and adaraoslywaitingfor us. An4 AdMhad
pst told me
the day 6beore that she was excited to be leaving. My mother immdately went to the nurses'
station and questioned the nurte ias
to why AUs. _was
not ready. She asked ifthere
was some problem. I
tated
that MAs. _M
t wanted to stay in bed and waitfor them
to arrive before she got dressed They returned to her room where the nustes got her out ofbed
andplaced her in the wheelchair. However, they did not dress her; all she had on was a Ifght
duster which was placed on backwards. A sweater was placed over her shoulders. My parents
questioned her health, statingshe looked like she was 'all doped up. ' 7he nurse answered that
she was 'pst sleepy. ' AM._also
stated that my grandnother was not takingany medication
- only a Tylenol for the pain. However, when she arrivedat the nmaing home in Delaware, the
physician there questioned me as to why she was on so much medication. He went on to say he
would like to go over some ofthem (when she was fceling botter) to try to eliminate some
wnnecessary medications. He askedfor my approval to review then; and l agreed. (fcu
we
never had that chance since she passed away one week laterJ 7he nursingassistant
who
took her down to the car had to turn the wheelchair backwards because my grandmother'sfiet
were dragging. S&ftk they could get her down easier backwards. Shc too, mentioned to my
parents that Ms.
_
'did not look well at all.' My mother called me at 12:20 to let me
knows theywere leaving. The n7srse handed my mother some paperwork to be given to the nursizg
home in Delaware but did not verbaly give any instructions to my mother at all. In addition,
mnyparents DViI NOT sign any releaseforms or the dischargepapers (as is required accordingto
Instructions #3 and 4 ofthe DischargeMemo ("3) Rll out attachedrl/c insttrution form, review
it with resident and/orfamily.see that they sign it, receive a copy and place original in chart;
and 4) Have resident orfzmily sign valuables list and return it to chart.7 Each and every time
we took my grandmotherout for the day (a shopping trip,party, etcj, we had to sign her out
and then back in again. Isn't it odd that she wouldn't have to be signed out when
discharged/transfirredout ofstate?
WMen placing my grandmotherin the car, a gait belt was secured aroundher waist.
However, they did not take this belt off Enroute to Delaware, apparently the gait belt slipped
from her waist up to her chest, causing more constriction than what she was already
experiencing. My parents were not aware that this belt was left on her. When I questioned Ms.
_
as to why this belt was left on (as the ambulance crew in Delaware had questioned me,
which, ofcourse I could not answer since I wasn't aware ofits pretsence) she stated that they left
it there so that the personnel as rhe Delaware nursing home could get herfrom the car to a
wbheeldair. I then questioned her a.sso whether she trily believed the nrrsing home staff would
not ha,,e the sufticient eqruipmne t,, frO
r/ner a 7tirenton their own. She did not have an answer
to this question.

It is interesting t,, o0e that,on the Inerin, OrderForn dated October 7. /998 at 1200
p. n. it states 'repeat CVR next week - per Dr.
telephone orders Yet, her discharge
noses oJ QOcober 9) staed th,. ,, hest x-raY be taken inmediately upon her arrivalin Delaware.
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In addition, the Disebargc Sumnma/ry/talMurses Note sas shc seas 'alert and responsive' and
iwngy cdear. -Te
entry at 12:15 p.m. on October 9 on the Jfarse's Notes states Tbere is upper
airway congestion ... recommended a chest x-ray once resident arrivedat nursing bome. ' So, one
formn says her hwngs are clear yet an x-ray is suggested and anotherforn (both dated October 9,
1998) say she has upper airway congestion and a chest x-ray is reconmnendeda In addition,on
the NIrse's Notes dated October 9 at 9.00 a.m., it is noted 'cough and congestion.' On
October 9 at 5:00 a.m., 'productive cough with small amount of tbite pblegn' is noted When
she arrived at the nursing home in Delaware on October 9 at S.00 p.m. /ust twelve botme later),
her pblegm was a green color /noted personally by myself and the nsrsed Again, at 12:00 p.m. on
October 9, her eungs were clear;ye4 jpst fiee hours later, she was heavily congested It also states
that her 'color remains pa4 ' however, no mention ofpak coloring was made prior to this entry.
Also noted on the Mussels Notes of October9 at 12:40p.m. the chartwas reviewed AFIER
DISCHARGE My. would a chart be reviewed after a resid'ent was discharged Ms.
_igoes on to say she 'caled Dr.
about CBCand SMA who stated he was aware of
lab and also had the faxed copy.' Then at 1:0p.m., it says 'Dr. ir
tned
call and
told ms they were aware and tofax them thebla.'
Why would he 'retwrn' the caff at 1.00 lfhe
2
hadjst spoken to her at 12:40 p.m.; and if he had thefaxed copy at 1 :40p.m. uhy did he
request the copy at 1:00 pm.? There are quite a fewe inconsistencies here.
A call was f:iaed to me byAF7ER
my parents had pcked Ms.
*p
from
they were already enroute to Delaware. Ms. _kft
a message on my
answering machine which said, 'Glria,you need to call me immediately. Your grandmother
was veay sidk when she kff here.' As soomas I came hoe, I called Ms. _
She told me that
they thought perhaps my grandmotherhad pneumonia. Again, there was absolutely no mention
of her criticaly low sodium level Just the fact that they fme she may have pneunonia. leasked
her why they released her if she was so sick, and she responded that my mother had told them to.
Upon their arrival in Delaware. I questioned my parents; and they stated they DMD NOT insist
diat she leave. In fact, as I mentioned earlier, they questioned her health and were told she was
just slepy. Had they known she was so critically iU4 they would have personally taken her to a
Baltimore hospitalfor immediate treatment. Ms. itold
me that chest x-rays should be taken
as soon as she arrived in Delaware.
Enroute to Delaware, my parents'car broke down (in Bridgeville. DE. They called
who, in turn, calledinAsn dbulance. The ambulance crew was
shocked over several thiags: 1) the fact that she was not transportedby amnbdaance to begin with;
2) the awfid black, blae and purple bruises on her arm and sides; 3) the fact that she only bad a
light duster on; and 4) the gait belt which by thec was wrapped around her chest. SJiefinaly
arrived at the nursing home at approXimately 5.00 p.m. At this time, a nurse immediately
came in and Iistesaed to her bmags. Ms. _started
coughing andI grabbeda tissase and told
her to spit is out. - Her phlegm was green; the nurse and I looked at each other and said,
'lnfrction'! The aurse immediately ie/i to get the doctor He listented to her lunags. ordereda
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chest x-ray and called me into the hallway. He told me 'without even taking a chest x-ray, I can
tell you she has pneumonia. There's a lot ofsivid on her hlngs. ' However, d.ey did take a chest
x-ray right in her room. The nax thing we knew, anotherambulance crew was there, taking her
to the hospital
in Lewes, Delawar).
I don't think she was at the nursing
home all of 45 minutes, if hat long. By the time she reached the hospital her sodium level had
gone down to 93.
She passed away a week later, afterfightingforher IUf. in addition to now having
pneumonia and the adrenalcrsis, an orthopaedicsurgeon checked her arm as the 'cast' had
sifpped down to beyond her elbow. The emergsncy room personnel wssshocked at the poorjob
that was done in placing the cast on her. When the orthopaedic surgeon unbandaged the 'cast,
he found her bone protrudingfrom her skin -just slightly, but enough to 'tear' the skin. He
rebandaged the arm with anothertype oforthopaedic cast.
MAs. _a
did not want to die,, and the doctors believe that herdesire to live kept her
alive for that week. She asked us in the hospital to make her better, to get her out ofthe
hospital. She told me she was not ready to die; that she had so much to live for - and she did.
Every physician we have spoken to has told is that they have never, in all their years of
practicing,heard of a patilens sodium level dropping to 93. The fact that she stayed alive for
a
week was fiat short ofa miracle. She had pneumonia and what is called an 'adrenal crisis '
caused by the low sodiun level. When one has pneumonia, the Isangs are affected; so the heart has
to take over, 'over-time, ' so to speak. However, because of the adrenal crisis, her heart became
weak and could not do its job either. Eventually, all her systems began shutting down.
October 16, 1998: 3:05a.m., my best friend passed away.
October 19, 1992: Herfuneral was scheduledfor 12:00 p.m. in Baltimore. We had lft
to drive up to Baltimore on October 18 (the viewing was Sunda6) On the mornin o her
funeral October 19, I went to
to speak toa
Upon my
arrival I requested her medical records. It was then that I discovered the lab report of
October 7 which was faxed to the nursing home on October 8 at 5:02 a.m. I immediately
questionedas
to why she was released with a 'critically low sodiuom level. ' She stated they
weren't aware of the level until after my grandmotherwas discharged. I said, 'So, you're telling
me no one knew she had a critically low sodiurm level untul AF7ER she was discharged?' She
said, 'Yes, that's right ' (Note: my cousin, Aiarge Stanosich accompanied me on this visit to
and witnessed all these lie. ass iell) I replied. 'According to this lab report, it
was jaxed to o at 5:02 a.,n. on October S: yet you tell ne no one knew?' No response was
mnade by _
just a shrag. I mnettioned tsat my parentts said my grandnotherappewared to be
doped up when she lefIt. loth Mr.
ttandMJ =stated
that mny grandmother was 'very
alert. waving and kissing ercryone goodbyr. ' / again replied that this is not wIat
iny parents
saiv. Air
said, 'Y'our pareists dont
ire,,nether *,,mrb oJanything ' I statedithut bien, my
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grandmotherarrivedat the nursing home, the staffthere saidshe was dehydrated. Mr.
answered, 'Wdel I/gYss so. She was its the carforfirve hoiwrl I reminded him that one does not
become dehydrated in just five hours (particularly given the fact that my parents bought her a
large drink enroutde. The gait belt was questioned, too. As mentioned before, Ms. _and
Mr.
nstated that it was left on so that the nursing home personnel in Delaware would be able to
transportherfrom the car to a wheelchair. I told them I was sure the nursinghome woudd have
the proper equipment to do this on their own. They then said that they left it on in case my
parents needed to transfirherfor some reason. Why would rny parents transfirher-she was
wheelchair bound (they had no whedchair) and hada broken arm7? also questioned the 'cast' Iasked if her arn warschecked before she left. M.
said that she had personally checked it.
tasked why she had not seen the bone tearingthe skin and why the cast was so low - pst her
elbow. She stated that the skin was not tearingwhen she looked at it and that the cast
apparent5yslipped whfil enroute to Delaware. So according to Mr.
and Ms.
within
a five hour timeframe. my grandsnotherdeveloped pneumonia, an adrenal crisis, dehydration, a
tear in her skin from the bone protrudingand her cust slipped down below her elbow.
When my cousin and left, we happened to run into the nursing assistat _
who
wheeed her down to my parents' car that tnorning tasked her how my grandmotherappeared
when she lefit - was she 'waving and kissing everyone goodbye?'
Mstated that she was so
weak, she had to turn her around in the wheelchair because herfeet were dragging. She also
said SHE had kissed my grandmotheron the cheek but Ms. Wdid
not respond. I told her
that Mr. _and
AMs._hadJUST
told me that she was kissing everyone and waving to
everyone and that she-was very alert when she eft. _told
me they we:Leyiig; it wasn't true.
At this point, Ms. _came
out of the front office and saw me talking to_
I then said to
_
'You better be carefid. They may fire you for talking to me. ' ff hope this was not the
case and that
ii still employed. My grandmother thought the world of this nurse; the
always treatedny grandmotherwith the utmost respect and love. I even wrote a letter to
_sometime ago commendingmon her unselfish, understanding mannerisms.)
October 19. 1998: At approximatel 7:50 p.m., I received a call from Ms.
physician in Baltimore, Dr.
He info rmed me that Ms. _
DiDNOT
inform him of the critically Low sodium level until AF7ER she had been discharged. As noted in
the Nurse's Notes, Ms
called Dr.
at
12:40 p. . on October 9- AFER Ais.
Wagner's discharge. Dr._i
a
lso told me tlat it was 'PHYSICALLYiM'POSLBLE 'for
mnygrandmother(or even a 16 year old with a sodiurm level that Low. to be alert and responrive
when she kft: and it was mnost probably phvsically impossible for her to be akrt and resposiive
thie week prior to her leaving Ui4hat caused this low sodium level and why wasn't it treated
immediately?

/ told him,,that according to the lab resort, he wa.. notified byi
LPN, on
October 8 ojfihe results of thi, t
hi. addition. there were ',io new orders -given. by hiin. He
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him on October S. In fact, be and the medical director VDr.
not
stated that As.
e week of October 12 (while ni gmandmother ly dying in
itedth
vfs
that
a Delaware hospita0 to question this alcged notfication on October S. Ms. istated
asked her what Dr.
However, when Dr.
she remembers callng Dr.
Rs actual verbal response to her notification was, she could not remember. Dr.
_
went on to question why it was NOT noted in the JMne's Notes that a call was made to Dr.
to me,
aid
l and that he had requested 'no new orders. ' In addition,Dr. ins
_
'Why would Igice 'no new orders' on October 8, and then, less than 24 hours later, give orders
if
to get her to a hospital immediately for STAT electrolyte panes' l also asked Dr.
be indeed gave telephone orders on October0 at 11:45 a.m. wohich would have been AFIR the
to 'Delaware nursinghome
lab report was faxed to the nursing home) to transfirAs. _
(Mllsbor) in AM.' He said he did not. I questioned him about deboydtion as well. He
claimed, too, that one does not become dehydrated in a five hour period of time.
'I was
On October 14, 1998 on the Doctor's ProgressNotes, Dr.intates
114 which is a panic value) on 10-9-9S
notified the first time of this abnormal lab data WA/a
at approx. 12 Noon. I was also made aware at that same time that the pt was in route to be
tran:sferredto anothernarsingficility out of state. ' '... I gave the nurse at thatfacility the
information about the low Na and asked that when the pt arrives,a STATelectrolyte panel be
done and her new physician be called immediately. '
So, he, too, was not notified of her critically low sodium level until AF7ER her discharge.
In addition, he states that he was, on October 9. made aware that she was being transfrred.
Yet, according to the Interim Order rm7n dated October 80 he gave the orders for the transferl
More inconsistezcies?
I asked him if my grandmotherhad been placed in a hospital (in BaltimoreJ immediately
upon discoveringher low sodium level, could she have lived. His reply was yes because it never
would have dropped to an astounding 93 (he was one of the physicians who stated, 'in all his
years of practice, he had never seen a patient with a sodium level in the 90's'). The pneumonia
cotld have been taken care of immediately, as well as the sodium level thus avoiding the adrenal
crisis which developed due to the critically low (93) soditum level. There was no reason my
'sgross negligence killed her.
grandmotherhad to die,
at that tine if be would testify to tJis
I will ,ote that I asked Dr.
injonrmaion. and he answered, 'Yes, ,no.t definitely. She didni't have to die.' I amn sture that the
physicians in Delaware would tesify as well. I an enclosing a list, including addresses and
phone ,inbers, of the nrses, doctors, etc. who camne in contact with my grandmother. Perhaps
they conid assist ii some way
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December 15, 1998
Page 10
It, closing I would like to say that Ihope something can be done to stop nursing home
from the abuse and neglect they inflict upon the lderly andphysically handicapped. I am doing
this because I don't want my grandmother's death to be in vain - I don't want anotherfamily to
go through the pain and suffiring we have endured because of the gross negligence of one nursing
home. Afy grandwotherused to say, 'You see what they do to me and Im 'sane. ' You should see
how they treat these poor people that can't talkfor themselves, that have no one to stand upfor
them. Those are the ones that need to be helped. Those are the ones Ifecl sorryfor; it's pitifid.'
So often, she said these words to me. But she was afraid to report anyoneforfear 'they would
get her.' Yes, Idid report this. I even spoke to one nurse at length regardingthese concerns.
Her name was _
and she told me that no matter what they do to her, they should be
reported. She, too, felt it had to be stopped PAse, please look into this matter. Don't let them
'cover' this up, too. I am enclosing the photographs ofthe bruises. Why didn't they inform me,
as her legal guardian, of the horrible discoloration? It may have been in the Anrse's Notes, but
they never called me to tell me; and why wasn't somethingdone about it earlier? Were these
bruises a result of her so-called 'faU' ofSeptember 24 or was someone 'beating up on her?' My
family and I constantly ask this question. And isn't it odd that everything started happening to
her less than a week after I eft - the one person who protected her always, who stood upfor her
rights, not only as a patient, but as a human,? I called the State Department ofAging a few
thnes to report 'abrsac that I had witnessed. I complained seseral times (whether it was noted or
not, I don't know) about her treatment.
I have also enclosed copies of her medical records in which I have highlighted pertinent
information mentioned in this letter. And, most importantly, the lob report dated October 7
(received October 8) stating the critically low sodium leveL Please note also that this test (sodium
level) was 'confirmed by repeat' - obviously the hospital uestioned the low level iftheyfelt it
necessary to repeat the test. Additionaly, Dr n
informed me, during his October 19
caU that even iffe had ordered 'no new orders' on October 8 (which he clhims he did not), the
nurse had the right and responsibility to override that decision consideri the patient was at a
criticaly low soditm level. He stated that sfhe had indeed told Ms.
'no new orders,' she
should have immediately contacted a RNV to override his orders; or at best, informed someone
(including the administrator)of this critical 'panic value' situation. I don't understand why
NO OMF at
acted upon the results of the lb report, knowing the significance of
the facts stated within the report.
Sloidd you ceed additional information. I may be reached at
I look
forward to hearinggfromyou soon,. Thantk you foryour tine atid attentiont o thisi.Latter; it is
greatly appreciated

Sincerely,
&JC

C,,

tGoria *rCz
i;,iclosteres

-
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GREATER RALTXICRE MEDICAL CENTER
. DEPARTMENT OF PATHOLOGY
6701 NORTH CHARLES STREET
BALTIMORE, MARYLAND 21204
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The CHAIRMAN. Thank you very much. Obviously your example
is very important basis for what the General Accounting Office has
done on a nationwide basis by looking into this survey that they
have conducted. Thank you, Ms. Cruz. Ms. Bryant.
STATEMENT OF DENISE BRYANT, A NIECE WHO FILED A FORMAL COMPLAINT FOLLOWING THE DEATH OF HER AUNT REGARDING THE CARE HER AUNT RECEIVED IN A MICHIGAN
NURSING HOME

Ms BRYANT. Good afternoon. Thank you, Senator Grassley and
other members of the committee for allowing me to speak today. I
will be discussing the shameful response of the State of Michigan
to my complaint about my aunt's death in a Detroit nursing home.
My mother died when I was 3 years old. Afterwards, my Aunt
Catherine provided care and she was like a mother to me. When
I was 7 years old, I moved to Detroit to live with her. I have very
strong and fond memories of my childhood days with her. She
taught me so many important things. We sang, we laughed and we
talked often. As I grew older, I babysat and cared for her children
and she for mine. I loved my aunt very dearly.
When she became ill, I resigned from a well-paying job to care
for my Aunt Catherine at home. Eventually, due to her overwhelming care needs and as a last resort, she moved into a local Medicare/Medicaid certified nursing home. The care at the home was
very poor. Aunt Catherine had many unexplained injuries, was left
wet and soiled on many occasions, and suffered many other indignities. I often complained about the neglectful conditions, but it did
little good. I tried to compensate by helping with some of her care
needs myself.
On March 2, 1997, tragedy struck. The local hospital notified me
that my aunt had just arrived from the nursing home in critical
condition. Nobody at the hospital or the nursing home seemed to
know what happened. I later learned that a nursing home aide discovered her non-responsive, hanging from the side of her bed with
her head and neck caught between the bed side rails and the mattress. The cause of death was asphyxia.
Shortly after my aunt was found hanging off the side of her bed,
the homicide section of the Detroit police department was called in.
A young aide at this facility told the investigator that my aunt had
been found in this type of position before that day. My aunt was
very petite and the beds at this facility are very old.
Shocked by this news, I went looking for answers. Not knowing
whom to contact, I contacted the local advocacy group who referred
me to Michigan Public Health officials. After speaking with the licensing officer, I was instructed to call their complaint hotline.
After contacting the complaint hotline, I was asked to reduce my
complaint to writing and to make it immediately. I asked them to
conduct an immediate investigation. The investigation's results
were almost as shocking as my aunt's death.
The investigator told me she found nothing wrong with my aunt's
death and rejected my many other written concerns about neglect,
claiming that my concerns were not recorded in the nursing home
records nor the state records. Case closed. The disgraceful one-page
report documents that the investigator did not interview any of the
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staff or residents of the home. It does not even mention my detailed
complaints of neglect. I call it a "drive-by" investigation.
I spoke with the manager of Complaint Investigations for the
State of Michigan and expressed my concerns. He said his office
was short staffed and that investigators had very little time to conduct investigations. He also told me that his office could not investigate many complaints and had to rely on nursing home records
for its reviews. The reliance on nursing home records led me to develop a special complaint form that consumers could use to document problems and notify nursing home and public officials of their
concerns beyond the walls of the nursing home.
The manager could not have cared less about my aunt's gruesome death. I did not give up. Working with my State representative and a local advocacy group, I pressed for a reinvestigation. Finally, 5 months later, on August 5, 1997, the Health Care Financing Administration, HCFA, and the State conducted another investigation. This investigation confirmed that the nursing home had
not taken appropriate precautionary measures, that a large gap between the bed and side rails contributed to my aunt's death, and
that other current residents were at current risk due to the same
problem.
At first, I felt assured that appropriate actions would be taken.
Imagine my surprise when the nursing home was given a grace period to correct the problem. Then after the nursing home failed to
file a timely plan of correction, the State recommended that a
threatened Federal fine be dropped. No Federal enforcement action
was ever taken. -The State ordered the nursing home to pay a fine
of $100 to my aunt. I continue to be outraged by this lenient treatment. This lax treatment makes the state and Federal Government
complicit in my aunt's death.
My aunt's death and the hapless investigation and enforcement
are not the end of this story. I was saddened to learn that this
same nursing home is still neglecting residents and that this neglect has contributed to the deaths of other residents. On January
29, 1999, Michigan public health officials investigated numerous
complaints about the home, some of them made several months before they were investigated.
One of the complaints made 5 months before it was investigated
reported that residents were still at risk due to large gaps between
the mattresses and the bed side rails. The State took no immediate
action, instead threatening to take action if the home did not fix
the problems within about 7 weeks. By a coincidence, tomorrow,
March 23, 1999, is the correction date.
It is too late to do anything for my aunt. It is not too late for
others. As Senator Breaux stated, the late Senator Hubert Humphrey said that the moral test of government is how government
treats those who are in the dawn of life, the children; those who
are in the twilight of life, the elderly; and those who are in the
shadow of life, the sick, the needy and the handicapped.
We need to stop "drive-by" investigations. Complaints must be
acted upon immediately and not months later. Serious violations
must be addressed with serious enforcement and meaningful fines.
It is time to stop giving a blank check to the nursing home industry. I urge and pray that this most powerful body strengthen and
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enforce the law protecting nursing home residents and hold skilled
care facilities responsible and accountable for providing appropriate
and safe care to individuals such as my aunt. Thank you.
[The prepared statement of Ms. Bryant follows:]
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TESTIMONY OF DENISE BRYANT
Senate Special Committee on Aging Hearing
"Residents At Risk? Weaknesses Persist in Nursing Home
Complaint Investigation and Enforcement"
March 22, 1999
Thank you Senator Grassley and the other members of the committee for allowing me to speak today.
I will be discussing the shameful response of the state of Michigan to my complaint about the tragic
death of my aunt at a Detroit nursing home.
My mother died when I was three years old. Afterwards my Aunt Catherine helped provide care and
was like a mother to me. Later, when I was seven, I moved to Detroit to live with her. I have very
strong and fond memories of my childhood days with her. She taught me so many important things.
We sang, laughed and talked often. As I grew older, I babysat and helped take care of her children and
she for mine. I loved her dearly.
When she became ill, I resigned from a well paying job to care for Aunt Catherine at my home.
Eventually, due to her overwhelming care needs, and as a last resort she moved into a local Medicare
and Medicaid certified nursing home.
The care at the home was poor. Aunt Catherine had several unexplained injuries, was left wet and
soiled on many occasions, and suffered many other indignities. I often complained about the neglectful
conditions, but it did little good. I tried to compensate by helping with some of her care needs myself.
On March 2, 1997, tragedy struck. The local hospital notified me that my aunt had just arrived from
the nursing home in critical condition. Nobody at the hospital or nursing home seemed to know what
happened. I later learned that a nursing home aide discovered her non-responsive hanging with her head
and neck caught between the bed side rails and the mattress. The cause of death was asphyxia.
Shortly after my aunt was found hanging off the end of her bed, the Homicide Section of the Detroit
Police Department was called in. A young aide at this facility told the homicide investigator that my
aunt had been found in this type of position before that day. My aunt was very petite. The beds at this
facility are very old.
Shocked by this news, I went looking for answers. Not knowing whom to contact, I contacted the local
advocacy group who referred me to Michigan public health officials. After speaking with the licensing
officer, I was instructed to call their complaint hot line. After calling the complaint hot line I was asked
to reduce my complaint to writing and mail it immediately. I asked them to conduct an immediate
investigation. The investigation results were almost as shocking as my aunt's death. The investigator
told me she found nothing wrong with my aunt's death and rejected my many other written concerns
about neglect, claiming that my concerns were not recorded in the nursing home's records nor the state's
records. Case Closed. The disgraceful one page report documents that the investigator did not even
interview any of the staff or residents of the home. It does not even mention my detailed complaints
of neglect. I call it a "drive-by" investigation.
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I contacted the manager of complaint investigations for the State of Michigan and expressed my
concerns. He said his office was short-staffed and that investigators had very little time to conduct
investigations. He also told me that his office couldn't investigate many complaints and had to rely on
nursing home records for its reviews. The reliance on nursing home records led me to develop a special
complaint form that consumers can use to document problems and notify nursing home and public
officials of their concerns beyond the walls of the nursing home. The manager couldn't have cared less
about my aunt's gruesome death.
I didn't give up. Working with my state representative and a local advocacy group, I pressed for a
reinvestigation. Finally, five months later, on August 5, 1997, the Health Care Financing
Administration (HCFA) and the state conducted another investigation. This investigation confirmed
that the nursing home had not taken appropriate precautionary measures, that a large gap between the
bed and side rails contributed to my aunts death and that other current residents were at current risk due
to the same problem.
At first I felt assured that appropriate actions would be taken. Imagine my surprise when the nursing
home was given a grace period to correct the problem. Then, after the nursing home failed to file a
timely plan of correction, the state recommended that a threatened federal fine be dropped. No federal
enforcement action was ever taken. The state ordered the nursing home to pay a fine of $100 to my
aunt. I continue to be outraged by this lenient treatment. This lax treatment makes the state and federal
government complicit in my aunt's death.
My aunt's death and the hapless investigations and enforcement are not the end of this story. I was
saddened to learn that the same nursing home is still neglecting residents and that this neglect has
contributed to the deaths of other residents. On January 29, 1999, Michigan public health officials
investigated numerous complaints about the home, some of them made several months before they were
investigated. One of the complaints made five months before it was investigated reported that residents
were still at risk due to large gaps between the mattresses and bed side rails. The state confirmed
numerous instances of neglect. But just like in my case, the state took no immediate action, instead
threatening to take action if the home did not fix the problems within about seven weeks. By
coincidence, tomorrow, March 23, 1999 is the correction date.
It is too late to do anything for Catherine Hunt. It is not too late for others. The late Senator Hubert
Humphrey said that the moral test of government is how government treats those who are the dawn of
life, the children; those who are in the twilight of life, the elderly; and those who are in the shadows of
life, the sick, the needy and the handicapped. We need to stop drive by investigations. Complaints
must be acted upon immediately and not months later. Serious violations must be addressed with
serious enforcement and meaningful fines. It is time to stop giving a blank check to the nursing home
industry.
I urge and pray that this most powerful body strengthen and enforce the laws protecting nursing home
residents and hold skilled care facilities responsible and accountable for providing appropriate and safe
care to individuals such as my Aunt Catherine Hunt.
Thank you.
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October 9, 1997
Director
Department of Consumler &Industry Services
Law Building -4th Floor
P.O. Box 30004
Lansing, Ml 48909
Deari

On September 2. 19971 spoke witho
ascertain the deadline dated
as l
gven
to submit oans of correction' in response to the reinvestigation into
complanti
ininfotmed
me that the deadline date was
August 31,1997 andthe 'plans of coretion' bad notbetareceived. Shealsoindicatedthat it
may have been delayed due to the holiday and would give them until the end of the week. At
that time, I requested a copy ofthe 'plans of coecio andwas mined it would be mailed
to me. On October 1, 1997 a message was left onk
v
ice
mail regaing the
matter; no return call was received. I telephoned again on October 2.1997 and lef another
massage; no return call was received. To date. I have not received a copy of the 'plans of
correction' nor is It known to me, whether or not it was received by the Department.
At this point, not only am I requesting a copy ofthe 'plans of conaction' ndte date
received. I am requesting a copy of the correspondence mailed tc
_euesring
the 'plans of correction', the Department's response to the 'plans of correction', citations
issued, if any, as well as a copy of all data collected during the investigation that is available for
review.
I have been very patient waiting to reeive a copy of the 'pbns of correction-. My
experience with the Department of Indusvy and Consumer Services has not been a pleasant
one. Ceranily, I would not want to contact my State Representative or Govensoagain
in order to get a response to my imqnry.
Thank you in advance for your assistance in this matter.
Sincerely,

Denise F. Bryan
for Catherine Hunt
c:

u

Citizens for Better Care

Chief ofDetroit Field Services/Speciai Services
Licensing Officer
-Ombudsman
- Surveyor
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The CHAIRMAN. Thank you, Ms. Bryant. I think some of the
points that you made at the end of your remarks, you will find if
you can stay around to listen to the General Accounting Office and
the Inspector General's report, are recommendations that they are
making and it is going to be our job on this committee to see that
HCFA does carry out those recommendations because I think the
points you make are very legitimate or there would not be any
point of having HCFA be an enforcement agency. Thank you.
We will each have questions. I would ask staff to have 5 minute
questions for each one of us. And I will take people in the order
in which they gave their opening statement. I will start with questions. By the way, that is a drawing of how you found your aunt;
right?
Ms BRYANT. That is my aunt. That is not-oh, the drawing, yes.
That is the position she was found in similar to that.
The CHAIRMAN. Yes. And you found her in that position or that
was what you were reported?
Ms BRYANT. That is what was reported to me. She was discovered by an aide at the facility in that position.
The CHAIRMAN. OK So I will start with Ms. Cruz. In your testimony, you state
Senator REID. Mr. Chairman.
The CHAIRMAN. Yes.
Senator REID. Could I ask permission to submit my questions in
writing instead of in person?
The CHAIRMAN. I would be willing to let you ask your questions.
Senator REID. Oh, no. No, no. No, that is fine. No, I would not
do that.
The CHAIRMAN. No, I think you should because I think it might
be easier for these two people.
Senator REID. I will wait my turn then.
The CHAIRMAN. Well, I am willing. OK In fact, it is a policy in
this committee to give attention to people who do have conflicts.
Senator REID. Go ahead.
The CHAIRMAN. OK. In your testimony, Ms. Cruz, you state that
you sent a letter on October 24, 1998 to the manager of the Complaint Investigations Office in Baltimore. How did you know where
or to whom you sent this complaint and would the office have accepted a complaint over the phone?
Ms CRUZ. I had gotten in contact with them prior to that over
various abuses and neglects I had witnessed at the nursing home.
So I had called them before. So I knew to get in touch with them
and, no, they do not take complaints over the phone. Well, they will
take the complaint over the phone, but then they do want it followed up in writing.
The CHAIRMAN. Now, I understand that you attached a letter.
You gave us a copy of the letter that is attached to your testimony.
What did you say in that letter? What was your complaint?
Ms CRUZ. To the licensing investigation?
The CHAIRMAN. Yes.
Ms CRUZ. That my complaint was for the abuse and neglect that
my grandmother had suffered due to a nursing home and felt that
they needed to investigate it.
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The CHAIRMAN. Yes. And you laid out in very explicit terms what
you found to be totally wrong and, of course, you make a very,
what sounds like a very serious complaint to me. I would like to
make sure that I understand it right. So 7 weeks passed and you
still had not heard from the Complaint Investigative Office?
Ms CRUZ. That is correct.
The CHAIRMAN. Then you sent another letter on December 15,
1998 to the Patient Abuse Coordinator in the Maryland Attorney
General's Office with a copy to the Complaint Investigations Office;
is that correct?
Ms CRUZ. Yes.
The CHAIRMAN. After another week had passed, you followed up
with a call to the Attorney General's office. You were told that they
had just discussed the matter of your complaint with the manager
of the Complaint Investigation Office and they suggested that you
phone her. Did you inform the Attorney General office that 8 weeks
had passed since you first raised your complaint?
Ms CRUZ. Yes, I did.
The CHAIRMAN. And did they say anything other than suggest
you call the Complaint Investigation Office?
Ms CRUZ. No, they said that there was nothing they could do
about it, that I would have to call the Licensing and Certification
and speak with them.
The CHAIRMAN. I understand that the letter you sent to the Attorney General's office is also attached to your testimony. Someone
filing a complaint should not have to send another letter or make
a follow-up phone call to get a response from the State, but you did
follow up on the attorney general's suggestion to call the Complaint
Investigations Office. What happened when you called?
Ms CRUZ. She told me that they get approximately 80 complaints
per month and that they only had two investigators to do the investigations.
The CHAIRMAN. Were you given an estimate as to when you
would hear something from them?
MS CRUZ. No, not at all.
The CHAIRMAN. On March 1, 1999, 18 weeks since you first wrote
a letter to the State filing your complaint, you phoned the Complaint Investigation Office again. You still had not received a response from your complaint letter; is that right?
Ms CRUZ. Yes, that is right.
The CHAIRMAN. What were you told when you called?
Ms CRUZ. Again, she reiterated that they get 80 complaints per
month regarding nursing home.
The CHAIRMAN. Did they say anything to you like we want to investigate live ones before we
Ms CRUZ. Yes, she did.
The CHAIRMAN [continuing]. Investigate dead ones?
Ms CRUZ. She went on, she further stated, after she had told me
they get 80 complaints per month, she said, well, to be honest with
you, we investigate the live ones before we investigate the dead
ones.
The CHAIRMAN. How did you respond to that disturbing statement?
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Ms CRuz. I was appalled and I said to her that perhaps if they
investigated the abuse of the ones who have passed away that perhaps they could save the ones that were alive and being neglected
and abused.
The CHAIRMAN. OK I will turn to Senator Breaux and then I will
ask Ms. Bryant some questions on my second round.
Senator BREAUX. Well, Ms. Cruz and Ms. Bryant, thank you
very, very much. Your grandmother and Aunt Catherine, I would
dare say, would be very proud of both of you being here in this
rather awkward position of telling the whole country what happened to them, but you can take great comfort, I think, in knowing
that what you are doing today will help many others who hopefully
will never find themselves in the same situation that you found
your family members involved in.
Let me just ask, Ms. Cruz, how long was your grandmother in
that nursing home before she was transferred to the second one?
Ms CRuz. OK In that particular nursing home, she went in in
December 1995 so about 21/2 years before she was being transferred.
The CHAIRMAN. So up until the time she was transferred, 21/2
years or so, how was her treatment during that period of time?
Ms CRUZ. I never had any major complaints, but I did have several minor complaints, as I said, that I did speak to Licensing and
Certification such as leaving her in the bed until 11 o'clock wet and
soiled. They would leave her-at this point, she was wheelchair
bound and they would leave her in the restroom for, you know,
quite a long time. I would come to visit her and she would be in
the restroom just calling for help. The nurse's light was on, but she
would be calling for help.
Senator BREAUX. Did you all consider or were not able to transfer
her or it was not something that was possible to do or you just did
not think it was necessary or what?
Ms CRUZ. At that point, it really was not possible. I had checked
into other nursing homes, but because she had Medicare and Medicaid, they had restrictions as to the different types of bed, you
know. If this one needs more care than the other, then they have
a bed opening. If this one does not need that much care, they do
not have a bed opening. They had very stringent rules and some
of the other nursing homes would not accept her for different reasons.
Senator BREAUX. I take it that procedures did not require that
a doctor sign her out when she was being transferred? I mean the
nursing home just did that on their own accord at the request of
your family? I mean they did not have to have the doctor sign out
that it was sufficient and OK to transfer her in her condition?
Ms CRUZ. Well, apparently they were supposed to get his approval for discharge, but there is some discrepancy as far as that
goes as to whether he actually was notified or not.
Senator BREAux. Ms. Bryant, how long was Aunt Catherine at
the nursing home before this tragic event happened?
Ms BRYANT. Less than a year approximately. She went in in I
believe the beginning of April 1996 and she expired
Senator BREAUX. And up to the date of the accident thereMs BRYANT. March 2.
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Senator BREAUX. Excuse me. Up to the date of this tragic accident, how was her treatment up to that time?
Ms BRYANT. There were problems that I complained about. She
had received several injuries. She was hospitalized once for pneumonia. Her bed was next to a window and I would often go into
the nursing home on the off hours just to see what type of care she
was receiving and went in one morning and they had the window
open and she was laying in the bed freezing, and it was shortly
after that that she was hospitalized with pneumonia. She received
injuries to her shin which was unexplained. I went in one time.
Her hand was swollen twice its normal size. There was still also
no explanation as to why.
Senator BREAUX. As disturbing-my final question is as disturbing as all of this information is, what disturbs me as well of great
proportions is the fact that the State in investigating this event has
really only three paragraphs about what happened and no recommendations on how to prevent it from happening again. I mean,
was this the sum and substance of the investigationMs BRYANT. Are you talking about the first report?
Senator BREAUX [continuing]. from the State, just one page and
three paragraphs?
Ms BRYANT. Yes, that was the initial report.
Senator BREAUX. I mean when a person dies in your own facility,
I mean it just seems that there should be a more extensive investigation and some recommendations to prevent that from happening again. That is really what we are talking about, Mr. Chairman,
or about the adequacy. I mean the laws are there. I mean do not
treat people like this. The problem is making sure that they are enforced properly and it would seem in this case it certainly was not.
Thank you, both, very much.
The CHAIRMAN. Senator Hutchinson.
Senator HuTCHINSON. Mr. Chairman, I want to thank our witnesses for their very compelling testimony and for their courage in
coming forward. I think you have laid out for us in very simple and
very heartfelt terms the tragic circumstances of your experiences.
What you have told us today lays the foundation and puts a human
face and human feelings on the findings in the GAO report that we
will be discussing.
I really do not have any questions for you. My questions are for
HHS and for HCFA, but I do want to thank you and extend to you
my heartfelt sympathy.
The CHAIRMAN. Senator Reid.
Senator REID. Mr. Chairman, these two women represent what
is going on in this country today, people who do everything they
can to keep their loved ones out of an extended care facility, but
there comes a time when you cannot do it on your own. And these
two-one of these women resigned a well paying job to take care
of her loved one. The other visited three times a week, called her
daily, did her laundry. This is an example of why we need to have
a tax credit for people who do this. They should be rewarded in
some way and I hope we can get this specialized tax credit that is
being talked about this year so that the people like Ms. Cruz and
Ms. Bryant are compensated in some fashion.
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Also, under the Older Americans Act, we have provided a state
ombudsman, which provides help for people like you, and the ombudsman is supposed to work in looking into abuses that take place
in rest homes like this. In a lot of instances, they do work. Here
obviously it did not.
I would also say, Mr. Chairman, one of the problems we have in
Nevada, and I am sure around the country; is what if there are numerous examples of abuse, not meeting the standards that are necessary, what do you do with a rest home that has a couple hundred
people in it? Do you close it and where do these people go? That
is a problem we have all over America. And I would suggest, Mr.
Chairman, that this committee should look into establishing a receiver, for lack of a better word.
In the State of Nevada when we have large resorts that need to
be closed because people are cheating, we have established in the
State of Nevada a group of people we can call on so that we do not
have to close the hotel, the hundreds and sometimes thousands of
people who are working there could continue to work even though
the present management is, in effect, told to step out. And I think
we need to do that with rest homes, have a reserve of people we
can call on to continue running the operation when the present
management simply is incapable of doing so.
And we do not have that so a lot of rest homes in the United
States are kept open even though they should not be because there
is nothing to do with the hundreds of people who are in those rest
homes. I am not going to name names, but there are places in Nevada that should have been closed, but we were not able to close
them because there was nothing to do with those patients.
I also-this is an example of why it is sad to say, but a lot of
these complaints that people like Cruz and Bryant have here, Ms.
Cruz and Ms. Bryant, are settled in the courts. People file lawsuits.
They should not have to file lawsuits and have their cases remedied in the court system, but that is what is happening all over
America today because the process for having your grievances
heard, they have no alternative. People, in effect, are ignored and
I think that is too bad. Mr. Chairman, as I said, I have some other
questions I would like to submit.
The CHAnRMAN. Yes.
Senator REID. And we could do that. And you do not have to be
in a rush to answer them, but if you could get back to us at the
earliest possible date, that would be appreciated. Thank you a lot,
Mr. Chairman.
The CHAmAN. Thank you, Senator Reid.
Senator Bayh.
Senator BAYH. Thank you, again, Mr. Chairman. Ladies, I would
like to compliment you for being here today and, Ms. Bryant, it
may have been you who said that by being here today you felt that
your loved one had not died in vain, and I think that is absolutely
right. And I hope both of you, Ms. Cruz, you as well, can take some
small comfort in the fact that perhaps your ordeal will help to prevent this sort of tragedy from happening to others. So I want to
thank you for your courage in stepping forward. As Senator Breaux
mentioned, it is not easy to talk about intimate personal matters,
particularly tragedies in front of a whole lot of folks you do not
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know, but you are helping a lot of other people hopefully not be in
a similar situation. So I would like to thank you both for that.
I would also like to echo something that Senator Reid said about
passing Federal legislation to help provide a tax benefit for those
of you who are caring for an elderly parent. I think it is a family
friendly. It would help recognize the real sacrifices that you make
to care for a loved one, and it is in the finest traditions of our basic
values as a society, encouraging families to stick together to care
for one another, to provide compassionate treatment, and so I want
to go on record of supporting that as well.
Just very quickly, I would like to ask you both a question. We
have to strike the right balance here between Federal oversight
and state oversight, and you have obviously both had a very tragic
experience with Maryland and Michigan in this regard. From my
own experience, I would say that Federal bureaucracy and oversight is not always more compassionate than state bureaucracy or
oversight.
I think the Federal agency's failure to attend here today may be
further evidence of that. And I would like to ask each of you if you
have any thoughts about the appropriate balance there. I mean in
some ways we need to have the Federal Government here to make
sure that States are active dealing with these problems, making
sure that they do not occur. At the same time, if the person you
have got to call is out here in Washington some place as opposed
to being a little closer to home, it might be more difficult for you.
Do you have any thoughts about the appropriate balance between
Federal and state oversight in this area to try and make sure these
things do not happen?
Ms BRYANT. Well, I think primarily the State, I believe, is regulated by the Federal requirements and I feel if the Federal agency
oversees the State more closely than what it is currently doing and
making sure that the States abide by the Federal regulations
would create a better balance and actually enforce those regulations.
Senator BAYH. So the State would be your first area of recourse,
but the Federal Government would be here to keep an eye on the
States to make sure that using statistics and otherwise they were
getting their job done rather than the Federal Government substituting itself for the State at the beginning?
Ms BRYANT. Yes, I think the first response should be to the
States since they are the closest.
Senator BAYH. Ms. Cruz, do you agree with that?
Ms CRUZ. Yes, I agree with that because the State that you are
dealing with is going to be more familiar possibly with the facility
that you are dealing with and therefore they would be more informative of what was going on, and then if that did not work, then
go higher above to the Federal agency. But I agree with Ms. Bryant
that the Federal agencies need to put more effort into it and control it better.
Senator BAYH. If I could ask each just one more question. One
of my colleagues alluded to the role of an ombudsman in trying to
provide more information to consumers before you would select a
care facility for your loved one. Were either of you, did you feel, did
you have access to information about the history of violations or
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care of the facilities that you chose, and if you did not, would it
have made an important difference to you knowing what you know
now in terms of choosing where to put your loved one?
Ms BRYANT. I did look at the ombudsman report in regard to the
annual survey of the nursing home prior to my aunt moving into
the certified nursing facility, but the report is pretty much representative of the first investigation that was conducted in regard
to my aunt's death. So it was deceiving that this home did not have
major problems.
Senator BAYH. Because it had not been updated to reflect violations from the time subsequent to the first evaluation?
Ms BRYANT. Correct.
Senator BAYH. Ms. Cruz?
Ms CRUZ. And yes, I checked into it as well, and I would say
there were quite a few omissions from what I saw.
Senator BAYH. What you subsequently learned?
Ms CRUZ. Yes. There were a lot of things in there that I would
have to say were covered up. They were not in there. There were
a lot of omissions.
Senator BAYH. So you tried to be informed consumers, but there
was something about the process that did not allow you to get the
information that now you feel you needed to make an informed decision?
Ms CRuz. Yes, and I think we need to get it out in the public
what is going on. I mean there were a lot of things that were omitted and had I known them, I think I would have been more reluctant to put her in there, but they just tend to cover up things. And
we as the family, we go by what we see and if in writing it says
it is OK, then we assume it is.
Senator BAYH. Thank you both.
Ms CRUZ. Thank you.
The CHAIRMAN. Thank you, Senator Bayh. Ms. Bryant, I would
like to ask you a few questions, similar along the lines that I did,
Ms. Cruz. I would like to have you tell us more about what happened when you called the complaint hotline at the Michigan Department of Consumer and Industry Services. This hotline, it is my
understanding, is set up to receive and evaluate reports of substandard care in nursing homes. How did you know about this hotline, No. 1? No. 2, what response did you receive? And No. 3, were
they helpful and cooperative?
Ms BRYANT. I learned about the hotline after I contacted the
local advocacy group who referred me to the licensing officer for the
Consumer and Industry Services in Detroit, MI, and after I contacted her and complained, filed my complaint orally, that is when
I was informed to contact their complaint hotline and to give my
complaint.
The response I received from the complaint hotline was to reduce
my complaint to writing and to Federal Express it overnight since
they were already going out to the home to conduct an investigation. I would say that they were not cooperative in regards to responding to my immediate complaint. Rather this is what you must
do in order for us to act upon it; your verbal complaint is not
enough.
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The CHAIRMAN. So then you had to write a complaint. They
would not take it over the phone. Did they give you a reason why
they would not take it over the phone?
Ms BRYANT. No, they did not. They just said put it in writing,
and this occurred just days after, the day after the death of my
aunt.
The CHAIRMAN. Did they imply that they receive too many complaints or you cannot investigate every one or anything like that?
Ms BRYANT. I did get that response later when I spoke with the
manager of the Complaint Investigation.
The CHAIRmAN. You complied with the requirement to put it in
writing and wrote up your complaint. It is my understanding you
did that in great detail. At least that is the way it looks to me. You
then sent it to the State March 6, 1997. Approximately 2 weeks
later, on March 21, you received a response. What did that letter
say?
Ms BRYANT. That the State investigators were unable to substantiate my complaint and no violations were found.
The CHAIRMAN. After you received this letter, you wrote letters
to your Governor and to your State legislators. This was to put
pressure on the State to look again at your complaint. What happened as a result of all those letters that you wrote?
Ms BRYANT. The State representatives, accompanied by HCFA,
went out and conducted a reinvestigation and performed the annual survey on August 5, 1997. This was over 20 weeks later.
The CHAIRMAN. OK. And what did they find after that survey
and when did you get word of the findings of the second survey?
Ms BRYANT. They found the home to be in non-compliance on
three Federal requirements and I received the survey results September 16, 1997.
The CHAIRMAN. And what did you have to do to obtain information about the results of this survey?
Ms BRYANT. Well, initially I requested the results on several occasions and was not able to get them and eventually I wrote a letter dated October 9, 1997, demanding the results and threatening
to contact my Governor's office again, and I received the results on
October 16, 1997.
The CHAIRmAN. And this report contradicted the earlier complaint investigation about your aunt's death and we have shown
here on two posters, which I think they have already been up
there, that they showed findings of these complaint investigations.
Was there any explanation on the part of the State about the different findings?
Ms BRYANT. None at all. They just said here are the results.
The CHAIMAN. OK What happened to the facility as a result of
the August survey and the deficiencies that were identified and
cited?
Ms BRYANT. The home was ordered to pay my aunt $100.
The CHAIRMAN. You mentioned that after the August 1997 survey, the nursing home received a grace period to correct the quality
of care problems that were identified before any enforcement action
would be taken. The home came back into substantial compliance
during the grace period so nothing happened. No enforcement action was taken against the home and just recently on February 12,
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1999, this same nursing home received the results of the annual
survey. Has this home improved?
Ms BRYANT. I doubt it, but we will know March 23, 1999, which
is the date for the reinvestigation.
The CHAIRMAN. OK I want to ask your opinion about a proposal
by the ombudsman's office in my State which I just learned about
recently. The proposal would call for the creation of an appeals
board made up mostly of consumers like yourself but also with
some State officials. This board would provide a further review of
unsubstantiated complaints to determine whether any further action should be taken. So in your case, you could have an opportunity to have your case heard before this appeals board. Would
something like this have been helpful in your case; do you feel?
Ms BRYANT. I do not know. I have not seen the results of that
proposal. Without knowing the specifics, I do not know, but it may
have been helpful or it may be helpful in situations that do not involve death to where she was injured, I could have sat before a
board and made a complaint. But I am not certain in situations resulting from death. I feel that I may have had to go through the
same process.
The CHAIRMAN. OK. My last question would be to both of you
and it is a very general question because maybe in summation or
may be something that you want to say that you have not said yet.
What advice would you have for other family members shopping for
a nursing home?
Ms CRUZ. I would suggest that they talk to family members that
have loved ones in a nursing home. I actually did that. When I was
having my grandmother transferred to Delaware, I stopped several
people that were coming out of the nursing home where I was having her transferred and asked them how they felt about the care
in that particular nursing home, whether they were happy with it,
whether they had any instances of abuse, neglect or anything.
So I would say that if they find someone who has a loved one
in the nursing home get it directly from them, do not get it from
a piece of paper because it will not tell you anything.
The CHAIRMAN. And Ms. Bryant?
Ms BRYANT. And I agree with Ms. Cruz. Individuals should actually conduct a site visit of the home, perhaps during visiting hours,
and speak with other family members that have loved ones in the
home to get a detailed report of their experiences within a nursing
home because my experience in regards to getting information on
paper is deceiving.
The CHAIPMAN. OK Senator Breaux and then Senator Bayh for
a second round.
Senator BREAUX. No. Thank you very much.
The CHAIRMAN. OK. Well, then for the entire committee-oh,
wait, before you go. For this panel as well as for other panels, for
members who cannot be here, even those of us who are here, you
might get questions for answer in writing. And if you do, we would
like to have responses to them in a couple weeks. And for you two
folks, if that is a problem for you, my staff would be glad to help
accommodate you in responses to the questions. We could help you
do that, if you would, please.

53

So I thank you not only for this committee and for the Congress
and its oversight responsibilities to make sure that laws are faithfully carried out, but for all people in nursing homes today. For the
advice you just gave. for those that are prospectively going to be
in nursing homes, I just thank you tremendously for coming here
to tell your story to alert others to these problems. We can collectively through your examples and through the hard work of the
General Accounting Office, the Inspector General for today's hearing, and eventually to have HCFA respond and do its job better so
that we do not have repeats of these things in the future. Thank
you very much.
Ms CRUZ. You are welcome. Thank you.
Ms BRYANT. Thank you.
The CHAIRMAN. And you are also welcome to stay, but I know
that you have got your own schedules, but understand you are welcome to stay if you want to.
Ms CRuz. Thank you.
The CHAIRMAN. Our second panel is comprised of representatives
from the Department of Health and Human Services, Inspector
General's Office, and the General Accounting Office. Mr. George
Grob is here today to present the findings of six reports which will
be released today at this hearing. These reports provide staggering
statistics on our nation's nursing homes. And then we have Dr.
Scanlon, currently Director of the Health Financing and Systems
at the General Accounting Office. He is here to present the findings
of two recently completely General Accounting Office reports which
detail the weaknesses disabling the nursing home complaint investigation and enforcement process. I will start with Mr. Grob, you
may begin.
And we thank you, gentlemen, for not only coming here to testify
but obviously for the work that you have done over a long, long period of time, getting to the point where you are issuing these reports, and Dr. Scanlon, I would applaud you because you responded
to the needs of this committee way back in early or late 1997 in
looking into the nursing home situation in California. And so I
know you have had a team of people working long and hard on
this, and we appreciate your attention to this very important problem. Mr. Grob, you may begin.
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STATEMENT OF GEORGE GROB, DEPUTY INSPECTOR GENERAL, OFFICE OF EVALUATION AND INSPECTIONS, OFFICE
OF INSPECTOR GENERAL, DEPARTMENT OF HEALTH AND
HUMAN SERVICES
Mr. GROB. Good afternoon, Mr. Chairman. There are serious

problems in our nation's nursing homes, at least in pockets and
possibly more broadly. The systems designed to protect nursing
home residents have serious defects which leave them vulnerable
to harm. I base this conclusion on six reports which our office is
releasing today. These are the first reports in what will be a continuing series on the quality of care in nursing homes.
Our findings are consistent with those of the General Accounting
Office, the Health Care Financing Administration, and this committee. A concerted effort over several years and involving numerous parties will be needed to bring the quality of life and care in
nursing homes consistently up to the level envisioned in Federal
statutes.
Last summer this committee focused on conditions in nursing
homes in the State of California. Our studies broadened this look
to the ten largest States. We found that survey deficiencies overall
have been decreasing in recent years. However, 13 of 25 quality of
care deficiencies have increased. These include serious problems
such as those related to accident hazards, pressure sores, and incontinence care. These and other such deficiencies are highlighted
on the chart before you. That would be the first chart right there.
As you can see, between 10 and 16 percent of nursing homes in
our sample received citations for these problems. Furthermore,
complaints to state ombudsmen have been steadily increasing since
1989. Complaints about residents' rights, nutrition and food, and
resident care increased faster than others. From 1996 to 1997,
some of the top increases in complaints included symptoms unattended to or no notice to others in change of condition. They went
up 26 percent. Fluid availability and hydration went up 26 percent.
And weight loss due to inadequate nutrition went up 24 percent.
These and other serious complaints are on the second chart, "Ombudsmen Complaints.
Some nursing homes are repeatedly deficient. Nine hundred
nursing homes or 13 percent of our sample, have been cited with
the same deficiencies over the past four surveys, six percent for the
same substandard quality of care deficiencies.
Many of the problems I have been talking about suggest that inadequate levels of nursing home staff contribute to this poor quality of care. In all ten sample States, survey and certification staff,
state and local ombudsmen and state agency unit directors agreed
that inadequate staffing levels are one of the major problems in
nursing homes. Most believe that these staffing shortages lead to
chronic quality of care problems such as failure to adequately treat
and prevent pressure sores.
Our studies found shortcomings in the survey and certification
system similar to those previously discussed by this committee.
Today I would like to highlight our finding on the inadequacy of
the complaint resolution process. When complaints come into the
Survey and Certification Agency, a survey or is required to go to
the nursing home and substantiate the complaint. We found that
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about one-third of complaints are substantiated. Of these, 47 percent receive no action. This is highlighted in our third chart.
The Omnibus Budget Reconciliation Act of 1987 established a visionary but practical framework for protecting nursing home residents and elevating their quality of life. As you can see, our findings indicate that the vision of OBRA 1987 is not yet fulfilled and
its requirements not entirely met. An effective strategy to achieve
these goals should include actions to correct shortcomings in the
survey and certification process, strengthen the ombudsman program, improve nursing home staffing levels, improve coordination
between survey and certification agencies and ombudsmen, and
systematically evaluate the nursing home reform provisions of
OBRA 1997.
We also believe that a periodic report card on conditions in nursing homes should be established in order to measure progress made
in raising the standard of nursing care. This report could be based
on deficiency trends, ombudsmen complaints, insiders' perspectives,
and resident and family satisfaction.
The Health Care Financing Administration is taking action to
address many of the problems discussed in our reports with strong
oversight from this committee. We wish to commend all involved
for the progress that is being made. The Office of Inspector General
is committed at all levels to improving care in nursing homes
through our evaluations and audits and through our investigatory
and legal authorities. I would be happy to answer any questions
you may have.
[The prepared statement of Mr. Grob and related material follow:]
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INTRODUCTION
Good morning, Mr. Chairman. I am George Grob, Deputy Inspector General for Evaluation and
Inspections within the Department of Health and Human Services. The Office of Inspector
General shares your keen interest in the quality of the care received by some of our Nation's
most vulnerable citizens. I am here today to describe some serious problems and the steps that
need to be taken to improve them. Some substantial initiatives are already underway by the
Department of Health and Human Services, and based on our work, we believe that a concerted
effort over several years and involving numerous parties will be needed to bring the quality of
life and care in nursing homes consistently up to the level envisioned in Federal statutes. So, I
will lay out an agenda of such actions for the consideration of Federal and State governments and
the nursing home industry.
Recent reports by the Health Care Financing Administration, our office, and the General
Accounting Office have raised serious concerns about patient care and well-being. Your
Committee held hearings on this in Summer 1998, and I know you are following the results
carefully. We had also undertaken a series of studies aimed at assessing the quality of care in
nursing homes. Your Committee focused on the State of California in your earlier hearing, and
our studies broaden the look at conditions in nursing homes to the 10 largest States, representing
56 percent of all skilled nursing facility beds and 56 percent of all expenditures by Medicaid for
institutional long-term care. Today, we are releasing six reports describing the findings of our
initial inquiry. We are grateful for the opportunity to present our results to you, hoping they can
be folded into the overall partnership emerging between the Congress and the Department on this
subject.
For our series of reports, we tried to step back to look at the "big picture" in nursing homes.
First, we looked at conditions in nursing homes, using currently available program data that
could serve as an indicator of conditions in nursing homes. Next, we examined the capacity of
the systems that are currently in place to protect nursing home residents. These systems
primarily included the State survey and certification system and the Long Term Care
Ombudsman Program. We also looked at State resident abuse safeguards, law enforcement,
family involvement, and the legislative reforms established by the Omnibus Budget
Reconciliation Act of 1987 (OBRA 1987).
CONDITIONS IN NURSING HOMES
Deficiency and complaint trends. State surveys determine a nursing home's compliance with
Federal standards. When a facility fails to meet a specific standard, a deficiency is given to the
facility. According to data from these surveys in our 10 sample States, deficiencies overall have
been decreasing in recent years. However, 13 of 25 quality of care deficiencies have increased in
recent years. These deficiencies include such serious problems as a lack of supervision to
prevent accidents, improper care for pressure sores, and lack of necessary care for the highest
practicable well being.
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Some of these serious deficiencies were given to a number of facilities in our 10 State sample on
the latest survey. For example, 16 percent of sample State facilities received a deficiency for
improper treatment to prevent or treat pressure sores. Sixteen percent received a deficiency for
failing to promote care that maintains or enhances dignity. Fourteen percent failed to provide
necessary care for the highest practicable well-being. Thirteen percent had deficiencies for the
right to be free from physical restraints. Ten percent were cited for failure to provide appropriate
treatment for incontinence. Table I highlights quality of care deficiencies for which 10 percent
or more nursing homes in our 10 State review received citations on the latest survey.
Table I
The Top 10 Substandard Quality of Care Deficiencies
Include Some Serious Problems

Defldency

I

#of Sample State %of Sample State
Defclendces
I
Facilities

Proper treatment to prevent
or treat pressure sores

1186

16%

Facility free of accident
hazards

1164

16%

Facility promotes care that
maintains/enhances dignity

1115

16%

Housekeeping and
maintenance

1023

14%

Provides necessary care for
highest practicable wellbeing

972

14%

Right to be free from
physical restraints

958

13%

Should have policies that
accommodate needs

787

11%

Drug regimen free from
unnecessary drugs

768

11%

Appropriate treatment for
incontinence

750

10%

"Activities of daily living"
care provided for dependent
residents

699

10%

I

_________

2
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At the same time, complaints made to the Ombudsman program in the 10 State sample have been
steadily increasing since 1989. Complaints about residents' rights, nutrition and food, and
resident care increased at a rate higher than the overall complaint rate during this time period.
From 1996 to 1997, some of the top increases in complaints included symptoms unattended or no
notice to others in change of condition (+26 percent); fluid availability/hydration (+26 percent);
and weight loss due to inadequate nutrition (+24 percent). These and other serious complaints
are evident in Table II.
Table II
Top Increases in Ombudsman Complaints Also Include Serious Problems
Number,
1°96
178

Number,
1997
458

%Increase,
1996-1997
157%

Denial of eligibility

188

292

55%

Staff turn-over, overuse of
nursing pools

107

159

49%

Psychoactive drugs-assessment,
use, evaluation

122

176

44%

Other activities &social
services**

194

262

35%

Vision and hearing

174

226

30%

Administrator(s) unresponsive,
unavailable

242

308

27%

Symptoms unattended, no notice
to others of change in condition

1,193

1,507

26%

Staff training, lack of screening

374

471

26%

Fluid availability /hydration

459

576

26%

Furnishing/storage

338

421

25%

Complaint Type
Information on advance
directive*

Weight loss due to inadequate
Luu Innull

216

~~~~I

267
I

24%
1

_ _ _ _ _ _ _ I___ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

' Failure to notify resident in advance ofchanges in nursing home policy or procedure.

"Miscellaneous complaints about resident activities and social services.

3

Source: NORS data

I
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Experienced officials with inside information based on onsite visits to nursing homes -- including
State survey directors, surveyors, ombudsmen, and State Aging Unit Directors - express some
reservations about relying exclusively on program data to gauge conditions in nursing homes.
Nevertheless, they confirm that problems persist in nursing homes, such as malnutrition, abuse,
pressure sores, and over-medication. The problems they identify are similar to the problems
highlighted in their program reporting systems.
In addition to trends in survey and certification deficiencies and ombudsman complaints, there
are further indications that problems continue to exist in nursing homes. For example, the Office
of Inspector General is responsible for excluding from participation in the Medicare and
Medicaid programs nursing home workers who are convicted of patient abuse or neglect. Since
1995, we excluded 668 nursing home workers for this reason nationwide.
Repeat offenders. Some nursing homes appear to be repeatedly deficient. Data from our 10
sample States show that 900 nursing homes (or 13 percent of all nursing homes) have been cited
with the same deficiencies over the past four surveys. Six of the 13 percent (or 463 nursing
homes) have been cited with the same substandardquality of caredeficiency over the past four
surveys.
Nursing home staffing levels. Many of the problems I have been talking about suggest that
inadequate levels of nursing home staff contribute to this poor quality of care. In all 10 sample
States, survey and certification staff, State and local ombudsmen, and State Aging Unit Directors
agree that inadequate staffing levels is one of the major problems in nursing homes. Most
believe these staffing shortages lead to chronic quality of care problems, such as failure to
adequately treat and prevent pressure sores.
In addition, the type and extent of survey deficiencies and ombudsman complaints suggest that
nursing home staffing levels may be inadequate. Common personal care problems such as lack
of nutrition and poor care for incontinence suggest that staffing is inadequate to provide the level
of care needed to avoid these problems. Furthermore, specific complaints about nursing home
staff are some of the most common types of ombudsman complaints in 1997.
PROTECITION SYSTEMS
In addition to looking at the conditions in nursing homes, we also made a general assessment of
the capacity of the systems already in place to monitor and improve this care.
Survey and certification process. When we looked at State survey and certification agencies,
we found that they are following required standard protocols with timely and standard surveys,
complaint procedures, and other State procedures. However, we also found that this system has
several weaknesses. First, it is limited by the predictability of its surveys. Although all States
use unannounced surveys, State survey and certification directors and surveyors believe that
nursing homes can anticipate their survey date and modify their procedures to avoid being cited
for deficiencies.
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The system is also limited by weak enforcement. Inadequate survey staff may be one of the
causes of that weakness. While there may be enough survey staff to conduct timely standard
surveys, there may be inadequate staff to conduct follow-up surveys that are required for nursing
homes with deficiencies and for nursing homes with complaints. This lack of staff may
contribute to the lack of action on complaints. When complaints come in to the survey and
certification agency (from residents, families, employees, etc.) outside of the regular survey
process, a surveyor is required to go to the nursing home and substantiate the complaint. We
found about one-third of complaints are substantiated. Of those substantiated complaints, 28
percent have a plan of correction, but 47 percent receive no action. Finally, State survey and
certification directors and surveyors say that the current process allows deficient facilities too
many opportunities to avoid enforcement action.
Ombudsman Program. Our general assessment of the Ombudsman program found that it is
well-designed but limited by inadequate resources. This program has several functions to
promote and monitor quality of care in nursing homes, including identifying and resolving
complaints, making regular visits to nursing homes, and engaging in a variety of different
advocacy activities. Ombudsmen act as independent advocates and work solely on behalf of
residents to ensure they have a voice in their own care, but they do not have enforcement or
regulatory oversight. However, the Ombudsman program is limited by inadequate resources,
including inadequate staffing. Staffing levels varied greatly across our sample, from 5,000 beds
per paid ombudsman in one State to 1,100 beds in another. Only 1 of 10 States in our sample
had a paid ombudsman to bed ratio higher than the standard suggested by the Institute of
Medicine of 2,000 beds. This lack of adequate staffing is particularly evident in the limited
extent to which ombudsmen make regular nursing homes visits. Some nursing homes may only
be visited once or twice a year for a couple of hours. The program is further constrained by the
lack of a common standard for complaint response and resolution and limited collaboration with
surveyors.
Resident abuse systems. We also found that State systems to safeguard nursing home residents
from abuse by nursing home employees are inconsistent and unreliable. Our recent audit report,
"Safeguarding Long Term Care Residents," revealed great diversity in the way States
systematically identify, report, and investigate suspected abuse, and it found that there was no
assurance that individuals who posed a risk of abusing residents were systematically identified
and barred from nursing home employment. Additionally, a more in-depth audit of Maryland
examined eight nursing homes in the State and found that five percent of employees in those
homes had criminal records.
Families. Another important resource to monitor the quality of care in nursing homes is a
resident's family. We looked at whether residents' families knew about the availability of
nursing home survey results. We found that two-thirds of 155 families interviewed in eight
sample cities did not know that the results of Federal and State nursing home surveys are
available on request. Additionally, half were unaware such inspections are required, and only 15
had ever requested a copy of survey results. Of the 11 who obtained a copy, 6 said the results
were not based on the most recent survey. Furthermore, when we visited 32 sampled nursing
homes, most did not fully meet the requirements for making survey results readily available. On
5
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a positive note, HCFA has recently taken a major step to improve access to survey results by
establishing an Internet site entitled Nursing Home Compare. This website presents the survey
results in a user friendly, summary form. It appears to be very promising way to make survey
result more accessible to people with access to the Internet.
Law enforcement Additionally, new initiatives based on law enforcement approaches are being
considered to make better use of law enforcement as a way to handle the most egregious cases of
poor quality of care in nursing homes. The Department of Justice, the Office of Inspector
General, and HCFA, are now examining the full range of enforcement issues and developing
corresponding action plans for each. By targeting key strategic areas and coordinating among the
various agencies responsible for nursing home enforcement, these initiatives appear promising.
However, it is too soon to determine their full impact.
Omnibus Budget Reconciliation Act of 1987. The Omnibus Reconciliation Act (OBRA) of
1987 mandated that nursing home residents be given certain rights and services and also added
several administrative standards that nursing homes are required to meet. It further changed
enforcement and survey procedures. While it has now been more than a decade since this
legislation was passed, there has been no systematic assessment of its extensive agenda and no
methodical evaluation of whether the reforms it intended are actually working. While some
studies have attributed positive changes to OBRA 87, the lack of a systematic review makes it
difficult to determine if this major legislation has been successful in improving nursing home
care.
AGENDA FOR CONTINUING IMPROVEMENT IN NURSING HOME CARE
Recently, considerable attention has been paid to addressing persisting concerns about the survey
and certification process. In particular, we wish to commend this Committee for its attention to
nursing homes and the Health Care Financing Administration for its extensive nursing home
initiative since it addresses many of these persisting problems. This initiative includes many
individual action items which should result in positive changes. Additionally, the Administration
on Aging (AoA) has been taking steps to enhance the Ombudsman program, including
improving the program reporting system and conducting annual training of ombudsman staff.
The problems I have described today will require continuing attention, possibly for several years.
The broad outline of an effective strategy would include actions to:
further enhance the survey and certification process;
strengthen the Ombudsman program with increased resources;
improve nursing home staffing levels;
improve coordination between State survey agencies and Ombudsmen; and
systematically evaluate the nursing home reform provisions of OBRA 1987.
I have attached to my statement our full agenda for continuing improvement in nursing home
care. In it, we lay out steps for immediate action, acknowledging many of the efforts currently
underway by HCFA and AoA. We also lay out an agenda for future research and evaluation of
6

63
the nursing home reform provisions of OBRA 1987. The Office of Inspector General plans to
conduct a number of evaluations of the implementation of OBRA 1987 over the next few years,
and we invite others to join us in this evaluation.
Report card. Finally, we believe that a periodic "report card" on conditions in nursing homes
should be established in order to measure progress made in raising the standard of nursing home
care. This report card could be based on deficiency trends, ombudsman complaints, insiders'
perspectives, and resident and family satisfaction.
CONCLUSION
Mr. Chairman, I hope my comments this morning have been useful for you and the committee as
you consider your own agenda for improving conditions in nursing homes. The Office of
Inspector General is committed at all levels to improving care in nursing homes through our
evaluations and audits and through our investigatory and legal authorities. I would be happy to
answer any questions you or the committee may have.
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Immediate Action
We believe immediate action should be taken to strengthen the capacity of systems
designed to oversee nursing home care. We also believe improvements should be made
in nursing home staffing levels, since this directly impacts on the care residents receive.
Survey and Certification
Survey enforcement efforts. Strengthen survey enforcement

Addressed in

efforts by: making surveys more timely, effective, and
unpredictable; increasing the number of night and weekend
surveys and surveys at chronically substandard homes;
focusing on specific problems, such as pressure sores;

HCFA initiative

eliminating grace periods for homes with repeat serious

violations; proposing new civil monetary penalties; and
placing survey results on the intemet.
Enhanced monitoring. Enhance monitoring of special focus
facilities.

Addressed in
HCFA initiative.

Surveyor training. Provide additional training and assistance

Partially
addressed in
HCFA initiative

to State surveyors.
Surveyor staffing. Evaluate State surveyor staffing to assure
adequate staffing is available.

Action under
consideration by
HCFA

Surveyor coordination. Provide a forum for surveyors to

Action under

meet and discuss common issues.

consideration by
HCFA

Abuse. Add survey task to look at provider's abuse
intervention system, develop national abuse intervention
campaign, and promote prosecution of egregious violators.

Addressed in
HCFA initiative

| Ombudsman Program

|

Visibility. Develop guidelines for minimum levels of
Ombudsman program visibility, including criteria for
frequency and length of regular visits and staffing ratios.

8

Partially
addressed
through annual
training
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Volunteers. Formulate strategies for recruiting, training, and
supervising more Ombudsman volunteers.

Partially
addressed
through annual
trainng and
Ombudsman
Resource Center

Complaint response and resolution. Develop guidelines for
Ombudsman complaint response and resolution times.

Not currently
addressed

Reporting system. Continue to refine and improve the
Ombudsman program's data reporting system.

Continuing
attention by AoA

Coordinationwith Survey and Certification. Establish ways
to enhance coordination between survey and certification and
Ombudsman programs.

Continuously
addressed

Resident Abuse Safeguards
Employment safeguards. Improve the safety of residents and
strengthen safeguards against employment of abusive
workers.

Addressed in
HCFA initiative

Nursing Home Staffing

Staffing standards. Develop staffing standards for registered
nurses and certified nurse assistants in nursing homes to
assure sufficient staff on all shifts to enable residents to have

Currently being
studied by HCFA

proper care.
Care Guidelines
Malnutritionand dehydration. Develop best practice
guidelines for malnutrition and dehydration care and national
campaign to increase awareness of these problems.

Addressed in
HCFA initiative

Drugusage. Develop guidelines and protocols for using
effective drugs.

Addressed in
HCFA initiative
.

Family Involvement
Family awareness andaccess. Promote and facilitate greater
awareness and access to survey results by strengthening
existing avenues for receiving information and identifying
new avenues.

Action under
consideration by
HCFA

Research and Evaluation
We also propose the development of a research and evaluation program to assess the
quality of care in nursing homes, including a systeiratic look at each of the legislative
reforms established with OBRA 1987 and other quality of care issues. In the following
table, we indicate where the OIG is conducting or planning work. As the Office of

9

66
Inspector General, we have a particular interest in assuring that the standards mandated
by OBRA 1987 are being met. Since we do not expect to address all of the nursing home
requirements and issues we have identified, we invite others to join us in this evaluation.
OBRA 1987
Prescriptiondrugs. Assess the extent and appropriateness of
prescription drug use by nursing home residents and describe
consultant pharmacists' concerns about drug use.

OIG report
issued

Resident assessment. Determine the systems used by nursing
homes to conduct periodic resident assessments and plans of
care and evaluate how this impacts reimbursement

OIG study
underway

Nurse aide training. Evaluate nurse aide training

In OIG workplan

Abuse reporting. Examine the extent to which States have

In OIG workplan

implemented abuse reporting requirements.

Medical director. Examine the role medical directors play in

In OIG workplan

assuring quality of care.

Resident rights. Assess the extent to which nursing homes
are assuring resident rights.
Admission rights. Assess the extent to which nursing homes
are assuring admission, transfer, and discharge rights.

Restraints andabuse. Assess whether rights to be free from
restraints and abuse are being met.
Qualityof life. Assess whether or not nursing homes are
providing care which promotes each resident's quality of life.
Resident well-being. Determine if nursing homes are
providing care and services to maintain the highest levels of
residents' physical, mental, and psychosocial well-being.

Nursinghome services. Determine if nursing home staffing
levels are adequate to provide required nursing, dietary,
physician, rehabilitative, dental, and pharmacy services.
Physicalenvironment. Determine if nursing homes are
maintaining a healthy and safe physical environment.
[Other Quality of Care
Residentsatisfaction. Determine the level of resident
satisfaction with nursing home care.

IIG

study
Iunderway

Immunizations. Examine the obstacles to immunizing 80% of OIG study
nursing home residents against pneumoccocal disease and
underway
influenza.
10
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Ill.

Progress Measurement
Finally, an independent, continuous assessment is needed to measure the progress made
in raising the standard of nursing home care.
Periodic Assessments
Periodicreport card. Conduct periodic evaluations
describing conditions in nursing homes based on deficiency
trends, Ombudsman complaints, and insiders' perspectives.

11

Under
consideration by
OIG

Percent of Sample Homes
with Serious Deficiencies

'a

U

* Pressure sores

16%

* Accident hazards

16%

* Dignity

16%

* Physical restraints

13%

* Unnecessary drugs

11%

* Incontinence

10%

Ombudsman Complaints
1996-1997
* Staff turnover

+49%

* Symptoms unattended

+26%

* Fluid availability/hydration

+26%

* Staff training, screening

+26%

* Weight loss due to
inadequate nutrition

+24%

a

-

Actions on Substantiated
Complaints

N1

28% - Plan of
L Correction

8% - CMP, Denial of
Payment, Termination

47% - No Action
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How to Obtain the Office of Inspector General Reports
The six reports being released today can be found at the following Office of Inspector General
web site address:
http://www.dhhs.gov/progorg/oei/whatsnew.html
Quality of Care in Nursing Homes: An Overview, OEI-02-99-00060
Nursing Home Survey and Certification: Deficiency Trends, OEI-02-98-00331
Nursing Home Survey and Certification: Overall Capacity, OEI 02-98-00330
Long Term Care Ombudsman Program: Complaints Trends, OEI-02-98-00350
Long Term Care Ombudsman Program: Overall Capacity, OEI-02-98-00351
Public Access to Nursing Home Survey and Certification Results, OEI-06-98-00280
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OFFICE OF INSPECTOR GENERAL
The mission of the Office of Inspector General (OIG), as mandated by Public Law 95 452, is to
protect the integrity of the Department of Health and Human Services programs as well as the
health and welfare of beneficiaries served by them. This statutory mission is carried out through
a nationwide program of audits, investigations, inspections, sanctions, and fraud alerts. The
Inspector General informs the Secretary of program and management problems and recommends
legislative, regulatory, and operational approaches to correct them.
Office of Evaluation and Inspections
The Office of Evaluation and Inspections (OEI) is one of several components of the Office of
Inspector General. It conducts short-term management and program evaluations (called
inspections) that focus on issues of concemn to the Department, the Congress, and the public. The
inspection reports provide findings and recommendations on the efficiency, vulnerability, and
effectiveness of departmental programs.
OEI's New York regional office prepared this report under the direction of John 1.Molnar,
Regional Inspector General and Renee C. Dunn, Deputy Regional Inspector General. Principal
OEI staff included:
REGION

HEADQUARTERS

Demetra Arapakos

Susan Burbach

To obtain copies of this report, please call the New York Regional Office at 212-264-2000.
Reports are also available on the World Wide Web at our home page address:
http://www.dhhs.gov/progorgloei
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A
PURPOSE

To describe general conditions in nursing homes and assess the overall capacity of systems
designed to monitor and improve quality of care.
This report is based primarily on recent studies conducted by the Office of Inspector
General (0IG) on quality of care in nursing homes. It draws additionally upon work
completed by the General Accounting Office (GAO), the Health Care Financing
Administration (HCFA), and others. The report summarizes steps taken recently and now
underway to address weaknesses in the system. It also provides a long term program of
action and research needed to assure nursing home care meets government standards for
quality of care.

BACKGROUND
While some studies indicate that changes in law and regulations may have had a positive
effect on improving the environment and overall health care of nursing home patients,
recent reports by HCFA and GAO have raised serious concerns about patient care and
well-being. The Senate Special Committee on Aging held hearings in the summer of 1998
on these reports. At the same time, the OIG undertook a series of studies aimed at
assessing the quality of care in nursing homes.
Various systems are in place to monitor and promote quality of care in nursing homes.
These include the State survey and certification system, the State Long Term Care
Ombudsman Program, State resident abuse safeguards, law enforcement, and legislative
reforms established by the Omnibus Budget Reconciliation Act of 1987 (OBRA 1987).
We used multiple methods for this report. They consist of an analysis of national nursing
home program data, a review of written program procedures, structured telephone
interviews, an examination of nursing home survey results availability, a literature review,
and an analysis of nursing home legislation.

FINDINGS
Serious Quality of Care Problems Persist in Nursing Homes
An analysis of currently available program data reveals that problems with quality of care
continue to exist in nursing homes. First, according to survey and certification data, 13 of
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25 "quality of care" deficiencies have increased in recent years. They include a lack of
supervision to prevent accidents, improper care for pressure sores, and lack of proper care
for activities of daily living. At the same time, ombudsman complaints have been steadily
increasing since 1989 and complaints about resident care, such as pressure sores and
hygiene, have been particularly prevalent. Since 1995, the OIG has excluded 668 nursing
home workers from participation in the Medicare/Medicaid programs as a result of a
conviction related to patient abuse or neglect. On a related note, approximately one
percent or more of nursing home residents have had an experience serious enough to
register an abuse complaint. Lastly, survey and certification data, as well as discussions
with survey and certification staff and ombudsmen, reveal that some nursing homes are
chronically substandard.
Experienced officials with inside information based on onsite visits to nursing homes,
including State survey directors, surveyors, ombudsmen, and State Aging Unit Directors,
express some reservations about relying exclusively on program data to gauge conditions
in nursing homes. Nevertheless, they confirm that problems persist in nursing homes, such
as malnutrition, abuse, pressure sores, and over-medication. The problems they identify
are similar to the problems highlighted in their program reporting systems.
Evidence Suggests Inadequate Levels of Nursing Home Staff Contribute to Quality
of Care Problems
In all 10 sample States, survey and certification staff, State and local ombudsmen, as well
as State Aging Unit Directors identify inadequate staffing levels as one of the major
problems in nursing homes. Most believe these staffing shortages lead to chronic quality
of care problems, such as failure to adequately treat and prevent pressure sores.
The type and extent of survey deficiencies and Ombudsman program complaints also
suggest that nursing home staffing levels are inadequate. Common personal care problems
such as lack of nutrition and poor care for incontinence suggest that staffing is inadequate
to provide the level of care needed to avoid these problems. Furthermore, specific
complaints about nursing home staff are some of the most common types of Ombudsman
program complaints in 1997.
Survey and Certification Agencies are Following Required Standard Protocols but
Weaknesses In the Survey System Itself Limit Their Effectiveness
State survey and certification agencies monitor nursing home care with timely and standard
surveys, complaint procedures, and other State procedures. However, the survey and
certification system has several weaknesses, such as the predictability of surveys.
Although all States use unannounced surveys, State directors and surveyors believe that
nursing homes can anticipate their survey date and modify their procedures to avoid being
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cited for deficiencies. The system is also limited by weak enforcement, including
inadequate follow-up and common inaction on abuse complaints. State directors and
surveyors believe that the current process allows deficient facilities too many opportunities
to avoid enforcement action. Lastly, survey and certification agencies have some staffing
constraints and do not always effectively coordinate with ombudsmen.
While the Ombudsman Program Is Well Designed, Inadequate Resources Limit Its
Capacity
The Ombudsman program has several functions to promote and monitor quality of care in
nursing homes, including identifying and resolving complaints, making regular visits to
nursing homes, and engaging in a variety of different advocacy activities. While lacking
enforcement and regulatory oversight, ombudsmen act as independent advocates and work
solely on behalf of residents to ensure they have a voice in their own care. However, the
Ombudsman program is limited by inadequate resources, including inadequate staffing.
Only I of 10 States in our sample had a paid ombudsman to bed ratio higher than the
standard suggested by the Institute of Medicine. This lack of adequate staffing is
particularly evident in the limited extent to which ombudsmen make regular nursing homes
visits. The program is further constrained by the lack of a common standard for complaint
response and resolution, inconsistent advocacy efforts, a lack of support, and limited
collaboration with surveyors.
State Systems to Safeguard Nursing Home Residents from Abuse are Inconsistent
and Unreliable
Based on findings from a recent OIG audit, "Safeguarding Long Term Care Residents," A12-97-0003, it appears that some weaknesses exist in State efforts to safeguard nursing
home residents from abuse. This audit revealed great diversity in the way States
systematically identify, report, and investigate suspected abuse, and it found that there was
no assurance that individuals who posed a risk of abuse were systematically identified.and
barred from nursing home employment. Additionally, a more in-depth audit of Maryland
examined eight nursing homes in the State and found that five percent of employees in
those homes had criminal records.
Public Awareness and Access to Nursing Home Survey Results Is Limited
Public awareness of nursing home survey results is limited and these results are not always
readily available. Two-thirds of 155 families interviewed in eight sample cities did not
know that the results of Federal and State nursing home inspections are available on
request. Additionally, half were unaware such inspections are required, and only 15 had
ever requested a copy of survey results. Of the 11 who obtained a copy, 6 said the results
were not based on the most recent survey. Furthermore, when staff from the OIG visited
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the 32 sampled nursing homes, most did not fully meet the requirements for making survey
results available. The HCFA has established a more easily accessible version of nursing
home survey results with an internet site entitled Nursing Home Compare which appears
promising.
New Initiatives Based on Law Enforcement Approaches are Being Considered
Initiatives that use the False Claims Act and other law enforcement approaches as a way to
strengthen nursing homes are relatively new. National task forces comprised of
representatives from the Department of Justice, HCFA, OIG, and others are being formed
at the local, State, and national levels. These groups will examine the full range of
enforcement issues and develop corresponding action plans for each. By targeting key
strategic areas and coordinating among the various agencies responsible for nursing home
enforcement, these initiatives appear promising. However, it is too soon to determine their
full impact.
Nursing Home Reforms Established by OBRA 1987 Have Not Been Systematically
Assessed
The nursing home reforms created by OBRA 1987 impacted both nursing home systems
and nursing home care. The OBRA 1987 mandated that residents be given certain rights
and services and also added several administrative standards that nursing homes are
required to meet. It further changed enforcement and survey procedures. While it has now
been more than a decade later since this legislation was passed, there has been no
systematic assessment of its extensive agenda and no methodical evaluation of whether the
reforms it intended are actually working. While some studies have attributed-positive
changes to OBRA 1987, the lack of a systematic review makes it difficult to determine if
this major legislation has been successful in improving nursing home care.

AN AGENDA FOR CONTINUING IMPROVEMENT IN NURSING HOME
CARE
Since OBRA 1987 was first passed, real improvements have been made in nursing home
care. More recently, considerable attention has been paid to addressing persisting concerns
about nursing home conditions and systems. In particular, we commend the Health Care
Financing Administration (HCFA) for its extensive nursing home initiative since it
addresses many of these persisting problems. This initiative includes many individual
action items which should result in positive changes. Additionally, the Administration on
Aging (AoA) has been taking steps to enhance the Ombudsman program, including
improving the program reporting system and conducting annual training of ombudsman
staff.
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The problems we describe in this report will require continuing attention, possibly for
several years. The broad outline of an effective strategy would include actions to:
enhance the survey and certification process;
strengthen the Ombudsman program with increased resources;
improve nursing home staffing levels; and,
improve coordination between State survey agencies and ombudsmen.
We also believe that further evaluation and progress measurement would make an
important contribution to efforts to advance nursing home care. We specifically suggest:

*

a systematic assessment of OBRA 1987 and
the creation of a periodic report card on conditions in nursing homes.

We have incorporated action items from HCFA's nursing home initiative, AoA's
ombudsman activities, recommendations for additional steps to be taken, current QIG
work, and areas requiring further evaluation into one comprehensive, long term agenda to
continue improvements in nursing home care. This agenda consists of a three stage
approach of immediate action, research and evaluation, and continued progress
measurement. The full agenda can be found on page 28.

AGENCY COMMENTS
This report is based primarily on a series of recent studies conducted by the Office of
Inspector General on nursing home care. They are:
Nursing Home Survey and Certification: Deficiency Trends, OEI-02-98-0033 1;
Nursing Home Survey and Certification: Overall Capacity, OEI 02-98-00330;
Long Term Care Ombudsman Program: Complaints Trends, OEI-02-98-00350;
Long Term Care Ombudsman Program: Overall Capacity, OEI-02-98-0035 1;
Public Access to Nursing Home Survey and Certification Results, OEI-06-9800280; and
Safeguarding Long Term Care Residents, A-12-97-0003.
We received detailed comments from HCFA, AoA, and the Assistant Secretary for
Planning and Evaluation on the above reports. We made modifications in each report to
respond to the comments received and to reflect the actions already being taken to improve
nursing home conditions. This overview report also incorporates many of these
modifications. We encourage everyone to read the individual reports and the comments we
received on them. The comments are included in each report.
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PURPOSE
To describe general conditions in nursing homes and assess the overall capacity of systems
designed to monitor and improve quality of care.
This report is based primarily on recent studies conducted by the Office of Inspector
General (OIG) on quality of care in nursing homes. It additionally draws upon work
completed by the General Accounting Office (GAO), the Health Care Financing
Administration (HCFA), and others. The report summarizes steps recently taken and now
underway to address weaknesses in the system. It also provides a long term program of
action and research needed to assure nursing home care meets government standards for
quality of care.

BACKGROUND
While some studies indicate that changes in law and regulations may have had a positive
effect on improving the environment and overall health care of nursing home residents,
recent reports by HCFA and GAO have raised serious concerns about residents' care and
well-being. The Senate Special Committee on Aging held hearings in the summer of 1998
on these results. The OIG subsequently undertook a series of studies aimed at assessing
the quality of care in nursing homes. This report looks at both the general state of nursing
home care as well as the systems designed to oversee that care.
Generally, a nursing home is a residential facility offering daily living assistance to
individuals who are physically or mentally unable to live independently. Residents are
provided rooms, meals, assistance with daily living, and in most cases, some medical
treatment. In 1989 Medicare paid $2.8 billion to nursing homes, an amount totaling 4.7
percent of the Medicare budget. In 1996 this amount had increased to $10.6 billion,
totaling 9 percent of the Medicare budget. Medicaid expenditures for nursing homes in
1996 totaled $24.3 billion.
In 1986, the Institute of Medicine conducted a study on nursing home regulations and
reported prevalent problems regarding the quality of care for nursing home residents, as
well as the need for stronger Federal regulations. Just one year later, GAO reported that
over one third of nursing homes were operating below Federal minimum standards. These
reports, along with widespread concern regarding nursing home conditions, persuaded
A. Ov.er
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Congress to pass the Omnibus Budget Reconciliation Act of 1987 (OBRA 1987). As a
part of OBRA 1987, Congress passed the comprehensive Nursing Home Reform Act (PL
100-203). These actions expanded requirements that nursing facilities had to comply with
in order to obtain Medicare certification. The Nursing Home Reform Act also
strengthened the rights to nursing home residents, such as the right to be free of physical or
mental abuse, and the right to be free from chemical and physical restraints. It additionally
altered the enforcement of Federal standards for nursing home care.
Medicare Nursing Home Requirements
The Health Care Financing Administration (HCFA) has the responsibility to act as a
"prudent purchaser" by ensuring that nursing homes participating in Medicare and/or
Medicaid meet certain requirements for quality environment and services. These
requirements are found at 42 Code of Federal Regulations (CFR) Part 483, Subpart B. The
Nursing Home Reform Act added to these requirements by introducing an increased focus
on the quality of life and care, the importance of the individual resident, the need to help
residents reach the "highest practicable level" of functioning, and the requirement that
residents be interviewed and assessed.
Nursing homes must "conduct standardized, reproducible assessments of each resident's
functional capacity..." within 14 days of admission. Additionally, periodic assessments
must occur throughout the duration of a patient's stay in order to continually address their
fluctuating needs. With the Nursing Home Reform Act, HCFA developed the Minimum
Data Set (MDS) which is comprised ofcore elements and common definitions used in
conducting resident assessments. The Minimum Data Set collects data through resident
assessment measures, with subsequent progress or decline documented in electronic
format.
The Nursing Home Reform Act additionally established new enforcement provisions,
which were enacted when the State Operations Manual (SOM) became effective on July 1,
1995. The HCFA had several process goals during the implementation of these new
provisions: promoting consistency through extensive training; linking appropriate remedies
to deficiencies; and avoiding unnecessary procedures. Congress recognized that one
enforcement response would not be appropriate for all deficiencies. It therefore established
enforcement policies that gave HCFA the license to impose a variety of conrective
measures for noncompliant facilities. These include: temporary management; denial of
payment for new admissions; civil money penalties; termination of the facility; and State
monitoring of the facility. States are responsible for establishing their own remedy
guidelines.
Following the implementation of the State Operations Manual, HCFA also imposed a
number of administrative changes on enforcement procedures. In June 1995, HCFA
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enacted a temporary moratorium on the collection of certain lower-level money penalties
(CMPs). This moratorium preceded HCFA's decision to alter the State Operations Manual
in December of 1996. "Civil monetary penalties are now limited to situations of
immediate jeopardy or to nursing facilities that are poor performers or have serious
deficiencies that are not corrected at the time of a revisit." Additional changes by HCFA
redefined the scope of deficiencies, permitted States to avoid revisits in facilities that have
lower level deficiencies, and established new terms to define facilities that are not in
substantial compliance.
Nursing Home Systems
Survey and Certification. All nursing homes participating in Medicare and/or Medicaid
must be certified in meeting certain Federal requirements. The Nursing Home Reform Act
defines the State survey and certification process for determining nursing home compliance
with these Federal standards. The HCFA is responsible for certifying Medicare and duallyeligible facilities, while States are responsible for Medicaid only facilities. Nursing home
certification is achieved through routine surveys, and HCFA contracts with States to
perform such surveys for Medicare and dually-eligible nursing homes, in addition to those
they perform for Medicaid nursing homes.
State surveys determine the compliance or noncompliance of nursing homes. When a
nursing home fails to meet a specific requirement, surveyors give it a deficiency or citation.
Generally, there are 20 principles that are considered in the citation of deficiencies on the
HCFA-2567. Surveyors also provide the reasons justifying any resulting enforcement
action and the record on which to defend that action in the appeals process. State survey
teams generally consist of multi-disciplinary professionals and must include a registered
professional nurse. Other professionals who may be on the survey team include social
workers, therapists, dieticians, pharmacists, administrators, and physicians.
Each State is also required to maintain written procedures and adequate staff to investigate
complaints of violations at nursing homes. States must review all allegations of resident
neglect and abuse, and misappropriation of resident property. All allegations, regardless of
source, must be reviewed in a timely manner. If an allegation is found to have occurred,
the State must notify, in writing, the individuals implicated and the administrator of the
nursing home where the incident transpired.
A new survey and certification process was implemented in 1995. All nursing facilities are
now subject to an unannounced standard survey "no later than 15 months after the date of
the previous standard survey." Since the Statewide average interval between standard
surveys "must be 12 months or less," this creates a Federal standard survey window
between 9 and 15 months. Each standard survey includes a stratified case mix of nursing
home residents, and measures their medical, nursing and rehabilitative care, dietary and
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nutrition services, activities, social participation, sanitation, infection control, and physical
environment. Written plans of care are reviewed to determine their adequacy and an audit
of residents' assessments are conducted to determine the accuracy of such assessments.
There is also a review of facility compliaftcd with residents' rights.
In addition to regular surveys, States also conduct "special" and "extended" surveys.
Special surveys may be conducted within two months of any change in ownership,
administration, management, or director of nursing to determine if the change is having an
effect on the quality of care in the nursing home. Extended surveys are performed
immediately or within two weeks after the standard survey completion, on those nursing
homes found to have provided substandard quality of care. The survey team reviews the
policies and procedures that produced the substandard care, expands the size of the sample
of resident's assessments, reviews staffing, in-service training, and if necessary, contracts
with consultants.
Within two months of the State survey, HCFA conducts validation surveys on a
representative sample of nursing homes in each State utilizing the same survey procedure
as the State agency. Recently, some HCFA regional offices have chosen to conduct these
validation surveys simultaneously with the State. The HCFA must survey at least five
percent of the number of facilities surveyed by the State each year, and this number must
never be less than five surveys a year.
In order to improve the survey process, the State Agency Quality Improvement Program
(SAQIP) was developed to establish a process for State agencies and HCFA regional
offices to work together to develop the State's individual quality improvement plans
(IQIPs). The regional office will assist the State by providing training, technical
assistance, and support as necessary and appropriate. These individual plans are tailored to
the specific needs and circumstances of each State, and are revised and improved based on
changing needs. The SAQIP is designed to promote quality and ongoing improvement in
survey and certification activities, and applies to all aspects of the survey and certification
process.
The HCFA's Online Survey Certification and Reporting System (OSCAR) came online in
October 1991. The HCFA uses OSCAR in its survey of Medicare and Medicaid providers
to monitor State agency and provider performance. The OSCAR contains data for the
current and 3 previous surveys. Some of the data is overwritten as new information is
entered (e.g. number of beds, address, and employment information), but deficiency data
remains and is tracked historically. The HCFA recently began tracking the scope and
severity of deficiencies historically as well. Part of the OSCAR data is self-reported
information by the nursing homes about the facility and its' patients. The remaining data is
information generated by the surveyors and is based on deficiencies. The Federal
regulations detailing survey requirements are classified into 17 major categories. The
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specific survey requirements within these categories were consolidated from 325 individual
items to 185 items on July 1, 1995.
Ombudsman Program. In response to growing concerns about poor quality care in
nursing homes and to protect the interests of residents, the State Long Term Care
Ombudsman program was established in 1978 in the Older Americans Act. The
ombudsmen advocate on behalf of residents of all long term care facilities, including
nursing homes, to ensure residents have a strong voice in their own treatment and care.
The Ombudsman Program operates in all fifty States, the District of Columbia, and Puerto
Rico, and in hundreds of local communities, and uses both paid and volunteer staff. The
program receives funding from Federal, State and local levels, and is overseen by the
Administration on Aging (AoA). Most State ombudsmen operate within the State Unit on
Aging, some of which are independent while others are part of a larger State umbrella
agency. The remaining State Ombudsman programs are contracted out and administered
by an entity separate from the State Unit on Aging. These programs are operated by nonprofit organizations, legal services agencies, or by freestanding Ombudsman program
agencies.
State Ombudsman programs have multiple functions that are mandated by law, many of
which are closely tied to ensuring quality care for long term care residents. They include:
*
*
*
*

identifying, investigating, and resolving complaints;
protecting the legal rights of patients;
advocating for systemic change;
providing information and consultation to residents and their families; and
publicizing issues of importance to residents

States have recently started to collect and report data under a new system. In FY 1995,
States began to systematically collect and report data under the National Ombudsman
Reporting System (NORS). Prior to NORS, States reported data to AoA, which was of
limited use due to the lack of common definitions for key data elements. The NORS was
created in response to earlier recommendations made by the General Accounting Office
and the Office of Inspector General, and was developed by the ombudsmen themselves. It
includes more specific data elements than were reported before NORS. For example, it
separates complaints by type, distinguishes between complaints and complainants, counts
unresolved complaints, and reports program funding streams. Twenty-nine States reported
under NORS in 1995 and all States did so annually beginning in 1996.
Resident abuse safeguards. Federal regulations require States to establish a registry of
nurse aides that includes information on any aide found guilty of abuse or neglect.
Regulations also mandate that nursing homes not employ individuals who have been found
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guilty of abusing or neglecting nursing home residents. States are additionally required to
provide criminal information to the OIG national database, which is then used to publish a
monthly exclusion list. However, there is no Federal requirement to conduct criminal
background checks of all current or prospective employees of Medicare and/or Medicaid
participating nursing homes.
Other procedures have also been established to coordinate the reporting of resident abuse
allegations. Each State is required to designate a coordinator with central State authority to
receive complaints of mistreatment or neglect of nursing home residents. While this
individual or entity may be located in any number of State agencies or within a designated
complaint unit, the responsibility is often assigned to an employee of the State survey and
certification agency.
Families. Families are in the best position to help choose a nursing home and to monitor
the care provided in that home. To do this, they need accurate and timely information
about the quality of care in the nursing home they choose. A nursing home's most recent
annual survey results are, theoretically, ideally suited for this purpose. Various laws and
regulations are intended to make these results available to the public, including the
requirement that nursing homes post a notice giving the location and availability of its
most recent survey results.
Law enforcement. Several different agencies have responsibility for nursing home law
enforcement, including the Department of Justice, the 01G, and State agencies such as the
State Attorney General. The local police force also plays an enforcement role. A nursing
home facility, owner, or other employee (such as a nurse aide or administrator) may be
excluded from participation in Medicare and Medicaid after appropriate enforcement
action is taken.
Recently, poor quality of care has been the basis of a prosecution under the False Claims
Act. When providers submit claims for reimbursement, they certify either explicitly or
implicitly that the services provided meet professional standards; if they "knowingly"
present a claim for substandard services, they could be liable under the False Claims Act.
Thus, under appropriate circumstances, the Government can use the False Claims Act to
prosecute a provider who knowingly presents false or fraudulent claims to the government
for substandard care in nursing homes. The two major cases where the False Claims Act
has been used involve grossly deficient diabetes monitoring, pressure sore care, and other
nursing care. In both the landmark 1996 case against Geriatric &Medical Cos., Inc. and its
Tucker House facility and the 1998 case against the Chester Care chain of four nursing
homes, the OIG obtained civil settlements for $500,000 each. As part of the settlement
agreements, the companies were required to develop comprehensive compliance programs.
In addition, in the Chester Care case, the company was required to pay for a temporary
manager and monitor to oversee provision of care.
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Legislative reforms (OBRA 1987). As previously noted, the OBRA 1987 legislation and
ensuing regulations established a framework for nursing home reform. It specifically
provided an agenda for nursing home care by mandating that residents be given certain
rights and services, and adding several administrative standards that nursing homes were
required to meet. It also established new survey and enforcement requirements, including
making surveys more resident focused and augmenting existing enforcement options.

Prior Studies and Recent Initiatives
Several studies have been completed which have examined the survey and certification
process. One recent study entitled "The Regulation and Enforcement of Federal Nursing
Home Standards," written by Charlene Harrington and published in March of 1998, details
problems with nursing home certification. She challenges the declining State deficiency
averages by raising the notion that the enforcement process may be weakening rather than
nursing facilities improving quality of care.
Furthermore, "The National State Auditors Association Joint Performance Audit on LongTerm Care," completed in May of 1998 by the Louisiana Office of the Legislative Auditor,
compiled information from ten States regarding survey and certification concerns. Issues
discussed include licensing, inspection, sanctions, complaints, and reimbursement. The
audit findings conclude that States should vary the timing of inspections, evaluate how
aggressively they are imposing State sanctions on facilities with deficiencies, and avoid
delaying the investigation of complaints.
Many studies have also reported on the progress and impact of the Ombudsman Program.
One of the most recent, "Real People, Real Problems," published in 1995 by the National
Academy of Sciences' Institute of Medicine, looked at the Ombudsman program overall.
This study reported on State compliance, conflicts of interest, effectiveness, resources, and
the need for future expansion of the program. It found that, overall, the Ombudsman
program is effective. It also reported lack of access to ombudsman services by residents
and their families, disparities in ombudsman visitation patterns and service provision, and
uneven legal services available to ombudsmen.
Additionally, the Inspector General issued several reports on the Program in 1991 and
1992. First, "Successful Ombudsman Programs," (OEI-02-90-02120), the main report in a
series of reports on the Ombudsman program, found that successful programs are highly
visible and obtain adequate funding and support. Furthermore, "State Implementation of
the Ombudsman Requirements of the Older Americans Act," (OEI-02-91-01516), found,
among other things, that State program staffing and long term care facility visitation varies
significantly. It also found that ombudsmen use many methods to increase their visibility.
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In July, 1998, the President announced a new nursing home care initiative to provide
enhanced protections and to target needed improvement in nursing home care. Proposed
actions include checking criminal backgrounds of nursing home workers, establishing a
national registry of employees convicted bf abusing patients, targeting nursing home
chains with poor records, cutting off inspection funds to States with poor records of citing
substandard quality of care, publishing annual nursing home surveys on the Internet,
increasing Federal oversight of State inspections, providing additional training to State
officials, changing the survey schedule to make them more unpredictable, and increasing
the number of night and weekend surveys.
In conjunction with the President's nursing home initiative, the Secretary released a report
to Congress in July of 1998, a "Study of Private Accreditation (Deeming) of Nursing
Homes, Regulatory Incentives and Non-Regulatory Initiatives, and Effectiveness of the
Survey and Certification System," indicating that significant improvements in the quality
of care had been made since 1995. These improvements included more appropriate use of
physical restraints, anti-psychotic drugs, anti-depressants, urinary catheters, and hearing
aids. However, the report did find a need for further improvements by States, nursing
homes, and others. Additional steps will be taken to address the problems identified in the
report and include tougher enforcement of Medicare and/or Medicaid rules. Efforts will be
aimed at preventing instances of pressure sores, dehydration, and nutrition problems. The
following are new approaches aimed at improving quality of care: facilities that have
repeat offenses will face sanctions without a grace period; inspections will be conducted
more frequently for repeat offenders without decreasing inspections at other facilities;
inspections will be staggered; a set amount of inspections will be conducted on weekends;
and efforts will be focused on facilities within chains that have a record of non-compliance.

One week after the President's initiative, the General Accounting Office (GAO) published
a report examining the quality of care in 1,370 California nursing homes that were
inspected from 1995 to 1998. They found 30 percent of the homes had violations that
caused death or life-threatening harm to residents, or had understated the frequency of poor
care by falsifying medical records. As a result of this report, the US Senate Special
Committee on Aging held hearings in July 1998 to discuss the findings on the quality of
care in nursing homes.

METHODOLOGY
Multiple methods were used for this report They include an analysis of national nursing
home program data, a review of written program procedures, structured telephone
interviews, a literature review, and an analysis of nursing home legislation.

Description of nursing home conditions
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DataAnalysis
Survey and certification data. We used a purposive sample of 10 States which represent
55.8 percent of total skilled nursing beds nationally. These States are New York,
California, Texas, Ohio, Illinois, Pennsylvania, Massachusetts, Florida, New Jersey, and
Tennessee. The OSCAR contains data for the current and 3 previous surveys and
categorizes deficiencies into 17 major categories. Using the most recently available
OSCAR data (from August 4, 1998), 3 of the 17 categories which could determine poor
quality of care were analyzed. These are: 1) resident behavior and facility practices,
including the areas of restraints, abuse and staff treatment of residents; 2) quality of life,
including the resident's ability to make decisions about his or her daily activities and the
nursing home's accommodation of his or her needs; and 3) quality of care, including the
technical ability of the nursing home to prevent and treat the medical conditions of its
residents. Substandard quality of care deficiencies repeated over the last four surveys and
abuse complaint data were also examined.
Ombudsman data. Using the same purposive sample of 10 States, we analyzed 2 sets of
Ombudsman program data. For 1996 and 1997, data from the National Ombudsman
Reporting System (NORS) was examined; from 1989 to 1994, data from the pre-NORS
reporting system was used. Data from 1995 is not analyzed due to a lack of comparable
data elements for that year. For both pre-NORS and NORS data, figures for both total
complaints and broad complaint categories are presented; for NORS data, 125 specific
complaint types were also looked at. Finally, data on Ombudsman program staffing,
visitation rates, advocacy activities, and coordination with survey and certification agencies
was also examined.
Abuse complaints. Using a fax survey, we obtained data from all 10 States on the
numbers and types of nursing home resident abuse complaints. We specifically analyzed
data on four types of complaints selected as key indicators of recent abuse trends: physical
abuse, inappropriate use of restraints, physical neglect, and medical neglect
OIG convictions. We reviewed data from the Office of Inspector General on nursing
home convictions relating to resident abuse or neglect, from 1995 to 1998.
Literaturereview
We examined findings on nursing home conditions from several studies, particularly the
recent GAO report entitled "California Nursing Homes: Care Problems Persist Despite
Federal and State Oversight."

Assessment of nursing home systems
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Proceduresreview
Survey and certification procedures. For the eight States that have their own survey
guidelines which they use in addition to HCFA guidelines, we obtained and reviewed their
written program procedures and other related documents. The remaining two States had no
survey requirements of their own.
Ombudsman procedures. Written procedures for all 10 sample State Ombudsman
programs were obtained and reviewed. Using a structured review guide, these procedures
were reviewed to determine the different processes used by ombudsmen to monitor and
promote quality of care in nursing homes. Standards mandated for these processes, such
as complaint response times, were also looked at.
Interviews
Survey and certification telephone interviews. A total of thirty structured telephone
interviews were conducted. In each of the 10 sample States, one interview was conducted
with the State survey and certification director (or designee) and two State surveyors. The
two State surveyors were selected randomly from a list of at least 10 surveyors submitted
by the State director. During these interviews, information was obtained about the State
survey and certification program structure, the processes utilized to monitor quality of care,
how deficiencies are addressed, and the satisfaction of State survey and certification
directors and surveyors with the process. Information provided by the directors was
compared to that provided by surveyors, and special attention was given to consensus
within and among the groups.
Ombudsman telephone interviews. A total of 30 structured telephone interviews were
conducted. In each of the 10 sample States, one interview was conducted with the State
ombudsman, one local program ombudsman, and the State Aging Unit Director or
designee. In selecting ombudsmen from local programs to interview, individuals from a
variety of local program structures were chosen. These three groups of respondents were
selected to obtain their different perspectives of the program and consensus among the
groups was particularly noted while analyzing the interviews.
Examinationof nursing home survey results availability
To examine the availability of survey results, we used a different sample and methodology.
We selected a purposive sample of eight cities, each one having a regional Office of
Evaluations and Inspections (San Francisco, Atlanta, Chicago, Boston, Kansas City, New
York, Philadelphia, and Boston). We then combined five methods to assess the availability
of survey results: telephone interviews with 155 family members; a simulation by OIG
staff of families' access to nursing home results; telephone requests to HCFA and State
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officials for survey results; a review of HCFA's new internet site for survey results; and a
review of Federal rules and procedures regarding access to survey results.
Literature review
We also conducted a literature review of recent nursing home studies which assessed
nursing home systems. We particularly used an OIG report entitled "Safeguarding Long
Term Care Residents."
Legislation review
Finally, we reviewed nursing home legislation, particularly OBRA 1987. We identified
each of the individual reforms outlined in OBRA 87 and determined which ones had been
assessed for impact and outcome. Lastly, we reviewed the mission statement and agenda
for recent nursing home law enforcement initiatives.
This inspection was conducted in accordance with the Quality Standards for Inspections
issued by the President's Council on Integrity and Efficiency.
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Serious quality of care problems persist in nursing homes
Survey and certification deficiencies. An analysis of survey and certification deficiencies
indicates that problems with quality of care continue to exist in nursing homes.
Deficiencies are grouped into one of three main categories, and while two of these
categories have been decreasing, many deficiencies in the "quality of care" category have
actually been increasing. More specifically, 13 of the 25 deficiencies that make up this
category are higher now than they were on the last 3 surveys. These 13 deficiencies were
cited 6,413 times on the current survey, compared to 5,246 times three surveys prior, an
increase of almost 25 percent. They include a lack of adequate supervision to prevent
accidents, a lack of appropriate care for activities of daily living, and improper care for
pressure sores. Graph A below shows how some of these serious deficiencies
have grown over the prior 3 surveys.

Graph A
Some Serious Quality of Care Deficiencies Have Been Increasing
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Deficiencies often lead to further medical problems or indicate other issues. For example,
pressure sores could be an indication that residents also have other problems, such as
urinary incontinence, malnutrition, or dehydration. Table I below shows the nature and
extent of the top 10 substandard quality of care deficiencies from the latest standard survey
in the 10 sample States.
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Table I
The Top 10 Substandard Quality of Care Deficiencies
Include Some Serious Problems

Deficiency

Nof Sample State I% of Sample State
Facilities
Deficiencies I

Proper treatment to prevent
or treat pressure sores

1186

16%

Facility free of accident
hazards

1164

16%

Facility promotes care that
maintains/enhances dignity

1115

16%

Housekeeping and
maintenance

1023

14%

Provides necessary care for
highest practicable wellbeing

972

14%

Right to be free from
physical restraints

958

13%

Should have policies that
accommodate needs

787

11%

Drug regimen free from
unnecessary drugs

768

11%

Appropriate treatment for
incontinence

750

10%

"Activities of daily living"
care provided for dependent
residents

699

10%

In its recent report entitled "California Nursing Homes: Care Problems Persist Despite
Federal and State Oversight" the GAO examined the quality of care in 1,370 nursing
homes in California. It found that 30 percent had violations that caused death or lifethreatening harm to residents, or had understated the frequency of poor care by falsifying
records. Among the problems it reports are poor nutrition, dehydration, and improper care
of incontinent and immobile residents which leads to pressure sores.
Ombudsman complaints. Ombudsman nursing home complaints have also been steadily
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increasing, as illustrated in graph B below. Based on data from 1989 to 1994, total
complaints in the 10 sample States grew from 57,954 to 83,669, an increase of 44 percent.
(Due to the transition to a new data system in 1995, we do not have comparable complaint
rates for that year).

Graph B
At the Same Time, Ombudsman Program Complaints
Increased from 1989 to 1994
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Beginning in 1996, a new Ombudsman program reporting system was used that counted
complaints differently from the prior system. Data from 1996 and 1997 also show that
complaints increased seven percent between these two years, from 60,926 to 65,123, as
illustrated in Graph C below.
Graph C
Ombudsman Program Complaints Also Increased from 1996 to 1997

80000

40000-

20000-

0
1998

1997

YEAR

Quality of Care in Nursing Home: An O-nveno

20

OEI-0l2-4960

95
Ombudsman complaints about resident care have been particulary prevalent. Of the five
main Ombudsman program complaint categories, the resident care category increased.the
most from 1996 to 1997, growing by 13 percent. This category includes specific
complaints about personal care (such as pressure sores and hygiene), lack of rehabilitation,
and the inappropriate use of restraints. On a more specific level, 12 complaints had
increases of 24 percent or more from 1996 to 1997. Two of these - staff turnover and lack
of staff training -- may indicate other problems with resident care.
In 1997, the majority of all Ombudsman program complaints (63 percent) fell into 2 of 5
categories--resident care (32 percent) and residents' rights (31 percent). The top 10
complaints for that year include 3 related to inadequate nursing home staffing, as well as
specific complaints about poor quality of care, such as poor hygiene, physical abuse, and
improper handling and accidents.
Resident abuse complaints. Data obtained from nursing home abuse complaint
coordinators in the 10 sample States lack common definitions and are therefore
inconsistent. Furthermore, these complaints are not always substantiated. Among the 10
States, there are no obvious trends in reported complaints; some States have upward trends
and others downward trends. Nevertheless, approximately one percent or more of nursing
home residents in the 10 States have had an experience serious enough to register an abuse
complaint.
Additionally, since 1995 the OIG has excluded 668 nursing home workers from
participation in the Medicare or Medicaid programs as a result of a conviction related to
patient abuse or neglect. The excluded workers were primarily nurses and nurse aides.
Chronically substandard homes. Some nursing homes appear to be chronically
substandard. Data from OSCAR show that some are repeatedly deficient; 463 nursing
homes have been cited with the same deficiencies over their last past four surveys,
representing 6 percent of all homes in the 10 sample States. State directors and surveyors
also report that between I to 20 percent of nursing homes in their State have chronic
quality of care problems. Finally, three-fourths of ombudsmen say there are some homes
(10 percent or fewer) that routinely treat residents poorly.
Insiders' perspectives. Survey and certification staff and ombudsmen express some
reservations about relying exclusively on program data to identify nursing home problems.
While generally satisfied with OSCAR data, more than half of State directors and
surveyors believe it is not a true indicator of nursing home quality of care since it only
portrays the situation of the nursing home at the time surveyors are physically conducting
the survey. Ombudsmen also say that higher complaint rates do not always indicate more problems, pointing out that higher complaint rates could be due to a greater presence of
Ombudsman staff in nursing homes.
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Nevertheless, in all 10 sample States, State surveyors and survey directors, State and local
ombudsmen, and State Aging Unit Directors confirm that problems with care persist in
nursing homes. These are many of the same problems reported in program data. State
surveyors and survey directors say the biggest problems they see are resident abuse, failure
to treat incontinent patients, and improper medication distribution. Ombudsmen and State
Aging Unit Directors identify malnutrition and other dietary concerns, bed sores,
dehydration, poor hygiene, over-medication, toileting, and physical abuse as problems
nursing home residents face.

Evidence suggests inadequate levels of nursing home staff
contribute to quality of care problems
In all 10 sample States, survey and certification staff, State and local ombudsmen, and
State Aging Unit Directors identify inadequate staffing levels as one of the major problems
with nursing homes in their States. Most believe that these staffing shortages leads to
chronic quality of care problems, such as failure to adequately treat and prevent pressure
sores. They cite further concerns about the proficiency and training of nursing home staff.

The type and extent of survey deficiencies and Ombudsman program complaints also
suggest that nursing home staffing levels are inadequate. Common personal care problems
such as lack of nutrition and poor care for incontinence suggest that staffing is inadequate
to provide the level of care needed to avoid these problems. Furthermore, specific
complaints about nursing home staff are some of the most common types of Ombudsman
program complaints. The top complaint in 1997 was unanswered call lights and requests
for assistance, while staff attitudes and lack of respect was third and shortage of staff was
ninth.

Survey and certification agencies are following required
standard protocols but weaknesses in the survey system itself
limit their effectiveness
State survey and certification agencies monitor nursing home care with timely and standard
surveys, complaint procedures, and additional State processes. Based on OSCAR data
over the last 4 standard surveys, all sample States completed 97 percent of their standard
surveys in the mandated time frame of 9 to 15 months. Furthermore, all State survey
directors and surveyors report following HCFA guidelines for their surveys, including
starting with an entrance conference, touring the facility, interviewing residents and family
members, reviewing medical records, and concluding with an exit conference. They also
report having a complaint process to address complaints about nursing home practices.
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Seven States have their own survey guidelines which they use in addition to HCFA
guidelines, and some have additional databases and information sources.
Despite following standard procedures, however, the survey and certification system has
several weaknesses, including the predictability of surveys. Although all States use
unannounced nursing home surveys, almost all directors and surveyors believe that
facilities can anticipate the survey start date. They say that facilities often modify their
normal daily procedures to reduce potential deficiencies, such as increasing staff on certain
shifts. In most States, surveyors also do not begin or continue standard surveys on the
weekend or in evening hours. State directors and surveyors therefore voice concerns about
whether standard surveys represent an accurate reflection of quality of care in nursing
homes.
The survey and certification process is also limited by weak enforcement, including
inaction on abuse complaints. From January 1997 to July 1998, OSCAR data reports
4,707 abuse complaints (involving almost one third of all nursing homes) in the 10 sample
States. Two-thirds of these were unsubstantiated and the remaining third were
substantiated. Over 90 percent of both substantiated and unsubstantiated complaints
concluded with no actionplans of correction, or other remedy. Furthermore, half of the
State directors and three-fourths of surveyors indicate that current enforcement measures
are questionable. They express concern that civil monetary penalties do not compel
nursing homes to observe Federal regulations,,are insufficient to influence nursing home
chains, and are not imposed immediately, allowing facilities to remain non-compliant for
longer periods of time. Others believe that current enforcement process allows deficient
facilities far too many opportunities to avoid enforcement action.
Finally, survey and certification agencies have a number of staffing constraints. The
overall number of surveyors varies by State, thereby affecting the number of standard,
follow-up, and complaint surveys each team can conduct. For example, the number of
standard surveys on the 10 States ranges from 12 to 26 per year. State directors also
express concern about high staff turnover rates; difficulties replacing staff once they leave,
and limited surveyor training. They additionally report weaknesses in coordination
between their staff and ombudsman staff. Surveyors received 13 percent of all
Ombudsman program abuse complaints per month in 1997.

While the Ombudsman program is well designed, inadequate
resources limit its capacity
The Ombudsman program has several functions to promote and monitor quality of care in
nursing homes, including identifying and resolving complaints, making-regular visits to
nursing homes, and engaging in a variety of different advocacy activities. Discussions
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with State and local ombudsmen, as well as State Aging Unit Directors, emphasize the
uniqueness of this program. In contrast to other programs, ombudsmen lack enforcement
and regulatory oversight authorities. As independent advocates, they work solely on behalf
of residents and are often the only voice residents have in their own care. An ongoing,
routine nursing home presence is therefore essential to the ombudsman role. In fact, most
State ombudsmen (6 of 10) believe this presence is the most important part of their
program. This presence provides ombudsmen with the opportunity to develop personal
and confidential relationships with residents and enables them to identify and address
individual issues before they become larger, systemic problems.
Nevertheless, the overall capacity of the Ombudsman program is limited by inadequate
resources, including inadequate staffing. Paid staffing and volunteer levels among the 10
States vary considerably, ranging from 4,618 nursing home beds per paid staff in one State
to 1,1 15 beds per paid staff in another. While no minimum staffing ratios are required by
law, a 1995 Institute of Medicine study on the Ombudsman program recommends a
standard staffing ratio of 1 paid Ombudsman staff person per 2,000 long term care facility
beds; only I in the 10 sample States, Massachusetts, meets this standard. Furthermore, a
majority of State and local Ombudsmen identify insufficient program staffing and an
inadequate number of volunteers as obstacles which detract from their program's
effectiveness.
Inadequate program staffing is particularly evident in the limited extent to which
ombudsmen make regular nursing home visits. In the nine States that make such visits,
volunteers are generally assigned to just one nursing home and visit this home on a weekly
basis. However, most nursing homes in the 10 States do not have volunteers assigned to
them, and these homes are usually visited by paid staffjust once or twice a year for no
longer than one to three hours. In fact, in four States there are nursing homes that are never
visited by volunteers or paid staff.
Other limitations affect the Ombudsman program's overall capacity. Lacking a common
standard for complaint response and resolution, ombudsman staff in some States are not
consistently handling complaints in a timely manner. Ombudsman staff also devote
varying amounts of time to outreach and advocacy activities, with some spending relatively
little time on community education, work with the media, work on laws and policy, and
nursing home staff training. Also, half of State and local ombudsmen believe their
program's lack of support in the State diminishes its caps .ity and limits their ability to
influence nursing home policies. Lastly, they believe bt der collaboration is needed with
the survey and certification agency.
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State systems to safeguard nursing home residents from
abuse are inconsistent and unreliable
Based on findings from a recent OIG audit, "Safeguarding Long Term Care Residents,"
(A-12-97-0003) it appears that some weaknesses exist in State efforts to safeguard nursing
home residents from abuse. This audit revealed great diversity in the way States
systematically identify, report, and investigate suspected abuse. While no Federal
requirement exists for criminal background checks of nursing home staff, 33 States do
mandate that such checks occur. However, the methods used to identify individuals who
pose a risk of abuse and the criteria followed for prohibiting employment vary widely
among these States. Furthermore, not all States systematically report convictions to central
databases, such as the certified nurses aide registry. It therefore appears that there is no
assurance that individuals who may pose a risk to residents are systematically identified
and barred from nursing home employment.
A more in-depth audit of Maryland also found problems with nursing home hiring
practices in that State. In particular, this audit found that five percent of employees in
eight nursing homes had criminal records. It also noted that some of these individuals
were not reported in the State or Federal systems used for criminal background checks,
despite the fact that they had been convicted of elder abuse.

Public awareness and access to nursing home survey results
is limited
Two-thirds of 155 families interviewed in eight sample cities did not know that the results
of Federal and State nursing home inspections are available on request. Half were also
unaware that such inspections are required. Only 15 of the 155 individuals we interviewed
had ever requested a copy of the survey results, and of the 11 who obtained a copy, 6 said
the results were not based on a recent survey conducted within the past 15 months.
Most of the 32 sampled nursing homes visited by staff from the Office of Inspector
General did not fully meet the requirements for making survey results available. In a
majority of these homes, the notice identifying the location of the survey results was not
posted and/or the survey results were in locations directly observed by staff, contrary to
regulations. Staff from the OIG had to ask for the survey results in 24 of the 32 homes
they visited. While most (27) did ultimately make the survey results available, the
OIG staff had an advantage over other members of the public since they were aware of
what to look for and how to ask for it.
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The HCFA has recently established a more easily accessible version of nursing home
survey results with an internet site entitled Nursing Home Compare. For families with
access to the internet, this is a promising development. When staff from the OIG located
this site, they found it easy to understand. Most of the families interviewed said it could be
very helpful in providing useful nursing home information.

New initiatives based on law enforcement approaches are
being consider'ed
Initiatives to strengthen nursing home law enforcement are relatively new. Particularly
noteworthy is the formation of nursing home task forces at the local, State, and national
levels, comprised of representatives from the Department of Justice, HCFA, OIG, and
other agencies. These groups will examine and develop action plans for several
enforcement strategic areas and will address the full range of nursing home enforcement
issues. They will collaborate with Medicaid Fraud Control Units, the State Attorneys
General, State survey agencies, and other oversight agencies. Among the strategic areas
targeted are: improving the handling of civil monetary penalty referrals; reviewing patient
abuse and neglect legislation for model State legislation; recommending possible new
legislation for prosecuting abuse and neglect; reviewing current services available to abuse
victims; and identifying emerging quality of care and fraud problems in nursing homes.
By targeting key strategic areas and coordinating among the various agencies responsible
for nursing home enforcement, these initiatives appear promising. If successful, they
should strengthen enforcement of nursing home problems. However, it is too soon to
determine the full impact of these enforcement initiatives. Some of the task forces and
action plans will not be fully developed until early 1999, and at the earliest, preliminary
results will not be available until later in that year.

Nursing home reforms established by OBRA 1987 have not
been systematically assessed
The nursing home reforms created by OBRA 1987 impacted both nursing home systems
and nursing home care. First, these reforms essentially changed the focus from a nursing
home's ability to provide care to the quality of the care actually provided. The OBRA 87
requires nursing homes participating in Medicare and Medicaid to comply with extensive
standards. These standards include ensuring various resident rights, rights related to
admission, transfer and discharge, and the right to be free from restraints and abuse. The
OBRA 87 also requires nursing homes to promote residents' quality of life, conduct
periodic resident assessments, and provide the necessary care needed for residents to
maintain the highest practicable physical, mental, and psychosocial well-being.
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Additionally, OBRA 87 requires nursing homes to provide certain services, including
nursing, dietary, physician, rehabilitative, dental, and pharmacy services. Finally, several
administrative standards were also established, including requirements for nurse aide
training, a medical director, and clinical records.
The OBRA 87 also changed nursing home enforcement and survey procedures. Among
these changes are: the development of the Resident Assessment Instrument (RAI), which is
a standardized assessment instrument for nursing home residents; a more outcome oriented
survey that emphasizes gathering information by observing and interviewing residents; and
new intermediate enforcement remedies that augment existing options for noncompliant
nursing homes.
While it has now been more than a decade since OBRA 1987 was first passed, there has
been no systematic assessment of its extensive agenda and no methodical evaluation of
whether or not the reforms it intended are actually working. In its 1998 Report to
Congress, HCFA attributes positive changes in the use and outcomes of resident
assessment instruments and psycho-pharmacological medications to OBRA 87. The HCFA
also concludes that new enforcement and survey regulations have been effective. Other
studies have addressed additional OBRA reforms, including OIG reports on nursing home
prescription drug use and resident abuse. Furthermore, data from survey and certification
and Ombudsman program reporting systems suggest the OBRA requirement that residents
be free from restraints is having some effect; deficiencies on restraints and ombudsman
restraint complaints have been decreasing over the past several years. Nevertheless, the
success of this major legislation has not yet been established. A definitive assessment of
the extent to which OBRA reforms have bettered conditions in nursing homes is therefore
needed.
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Since OBRA 1987 was first passed, real improvements have been made in nursing home
care. More recently, considerable attention has been paid to addressing persisting concerns
about nursing home conditions and systems. In particular, we commend the Health Care
Financing Administration (HCFA) for its extensive nursing home initiative since it
addresses many of these persisting problems. This initiative includes many individual
action items which should result in positive changes. Additionally, the Administration on
Aging (AoA) has been taking steps to enhance the Ombudsman program, including
improving the program reporting system and conducting annual training of ombudsman
staff.
The problems we describe in this report will require continuing attention, possibly for
several years. The broad outline of an effective strategy would include actions to:
enhance the survey and certification process;
strengthen the Ombudsman program with increased resources;
improve nursing home staffing levels; and
improve coordination between State survey agencies and ombudsmen.
We also believe that further evaluation and progress measurement would make an
important contribution to efforts to advance nursing home care. We specifically suggest:

*

a systematic assessment of OBRA 1987; and
the creation of a periodic report card on conditions in nursing homes.

We have incorporated action items from HCFA's nursing home initiative, AoA's
Ombudsman program activities, recommendations for additional steps to be taken, current
OIG work, and areas requiring further evaluation into one comprehensive, long term
agenda to continue improvements in nursing home care. This agenda consists of a three
stage approach of immediate action, research and evaluation, and continued progress
measurement. It is outlined below.
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Immediate Action
We believe immediate action should be taken to strengthen the capacity of systems
designed to oversee nursing home care. We also believe improvements should be made in
nursing home staffing levels, since this directly impacts on the care residents receive.
Survey and Certification
Survey enforcement efforts. Strengthen survey enforcement
efforts by: making surveys more timely, effective, and
unpredictable; increasing the number of night and weekend
surveys and surveys at chronically substandard homes;
focusing on specific problems, such as pressure sores;
eliminating grace periods for homes with repeat serious
violations; proposing new civil monetary penalties; and
placing survey results on the intemet.

Addressed in
HCFA initiative

Enhanced monitoring. Enhance monitoring of special focus
facilities.

Addressed in
HCFA initiative.

Surveyor training. Provide additional training and assistance
to State surveyors.

Partially
addressed in
HCFA initiative

Surveyor staffing. Evaluate State surveyor staffing to assure
adequate staffing is available.

Action under
consideration by
HCFA

Surveyor coordination. Provide a forum for surveyors to
meet and discuss common issues.

Action under
consideration by
HCFA

Abuse. Add survey task to look at provider's abuse
intervention system, develop national abuse intervention
campaign, and promote prosecution of egregious violators.

Addressed in
HCFA initiative

Ombudsman Program
Visibility. Develop guidelines for minimum levels of
Ombudsman program visibility, including criteria for
frequency and length of regular visits and staffing ratios.
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Volunteers. Formulate strategies for recruiting, training, and
supervising more ombudsman volunteers.

Partially
addressed by
AoA through
annual training
and Ombudsman
Resource Center

Complaint response and resolution. Develop guidelines for

ombudsman complaint response and resolution times.

Not currently
addressed

Reportingsystem. Continue to refine and improve the
Ombudsman program's data reporting system.

Continuing
attention by AoA

Coordination with Survey and Certification. Establish ways

Continuously

to enhance coordination between survey and certification and
Ombudsman programs.

addressed

Resident Abuse Safeguards
Employmentsafeguards. Improve the safety of residents and
strengthen safeguards against employment of abusive
workers.

Addressed in
HCFA initiative

Nursing Home Staffing
Staffing standards. Develop staffing standards for registered
nurses and certified nurse assistants in nursing homes to
assure sufficient staff on all shifts to enable residents to have
proper care.
-

Currently being
studied by HCFA

Care Guidelines
Malnutrition and dehydration. Develop best practice

guidelines for malnutrition and dehydration care and national
campaign to increase awareness of these problems.
Drug usage. Develop guidelines and protocols for using
effective drugs.

Addressed in
HCFA initiative
Addressed in
HCFA initiative

Family Involvement
Family awarenessand access. Promote and facilitate greater
awareness and access to survey results by strengthening
existing avenues for receiving information and identifying
new avenues.

Action under
consideration by
HCFA

Research and Evaluation
We also propose the development of a research and evaluation program to assess the
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quality of care in nursing homes, including a systematic look at each of the legislative
reforms established with OBRA 1987 and other-quality of care issues. In the following
table, we indicate where the OIG is conducting or planning work. As the Office of
Inspector General, we have a particular interest in assuring that the standards mandated by
OBRA 1987 are being met. Since we do not expect to address all of the nursing home
requirements and issues we have identified, we invite others to join us in this evaluation.

|OBRA 1987
PrescriptionDrugs. Assess the extent and appropriateness of
prescription drug use by nursing home residents and describe
consultant pharmacists' concerns about drug use.

OIG report
issued

Resident assessment. Determine the systems used by nursing
homes to conduct periodic resident assessments and plans of
care and evaluate how this impacts reimbursement.

QIG study
underway

Nurse aide training. Evaluate nurse aide training

In QIG workplan

Abuse reporting. Examine the extent to which States have
implemented abuse reporting requirements.

In OIG workplan

Medicaldirector. Examine the role medical directors play in
assuring quality of care.

In QIG
workplan

Resident rights. Assess the extent to which nursing homes
are assuring resident rights.
Admission rights. Assess the extent to which nursing homes
are assuring admission, transfer, and discharge rights.
Restraintsandabuse. Assess whether rights to be free from
restraints and abuse are being met.
Qualityof life. Assess whether or not nursing homes are
providing care which promotes each resident's quality of life.
Resident well-being. Determine if nursing homes are
providing care and services to maintain the highest levels of
residents' physical, mental, and psychosocial well-being.
Nursinghome services. Determine if nursing home staffing
levels are adequate to provide required nursing, dietary,
physician, rehabilitative, dental, and pharmacy services.
Physicalenvironment. Determine if nursing homes are

maintaining a healthy and safe physical environment.
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IOther Quality of Care
Resident satisfaction. Determine the level ofresident
satisfaction with nursing home care.

OIG study
underway

mmnunizations. Examine the obstacles to immunizing 80% of OIG study
nursing home residents against pneumoccocal disease and
underway
influenza.

111.

Progress Measurement
Finally, an independent, continuous assessment is needed to measure the progress made in
raising the standard of nursing home care.
Periodic Assessments
Periodicreport card. Conduct periodic evaluations
describing conditions in nursing homes based on deficiency
trends, ombudsman complaints, resident satisfaction, and
insiders' perspectives.
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This report is based primarily on a series of recent studies conducted by the Office of
Inspector General on nursing home care. They are:
Nursing Home Survey and Certification: Deficiency Trends, OEI-02-98-00331;
Nursing Home Survey and Certification: Overall Capacity, OEI 02-98-00330;
Long Term Care Ombudsman Program: Complaints Trends, OEI-02-98-00350;
Long Term Care Ombudsman: Overall Capacity, OEI-02-98-00351;
Public Access to Nursing Home Survey and Certification Results, OEI-06-9800280; and
Safeguarding Long Term Care Residents, A-12-97-0003.
We received detailed comments from HCFA, AoA, and the Assistant Secretary for
Planning and Evaluation on the above reports. We made modifications in each report to
respond to the comments received and to reflect the actions already being taken to improve
nursing home conditions. This overview report also incorporates many of these
modifications. We encourage everyone to read the individual reports and the comments we
received on them. The comments are included in each report.
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The CHARMAN. Mr. Grob, we are going to wait for Dr. Scanlon
and then we will ask questions of both of you. Dr. Scanlon.
STATEMENT OF WILLIAM SCANLON, M.D., DIRECTOR, HEALTH
FINANCING AND SYSTEMS ISSUES, GENERAL ACCOUNTING
OFFICE
Dr. SCANLON. Thank you very much, Mr. Chairman. We have
been very happy to work with you and the committee on this important topic. I do not think there is anything that we are working
on that we think rises to the level of importance and that we can
personally understand the significance of as this issue. Today I
would like to highlight in my remarks the findings from the report
that we prepared at your request and released today on the complaint investigation process for nursing home care.
This process is intended to provide nursing home residents, their
families and friends and nursing home staff with an outlet for lodging concerns about the quality of care. In addition, I will summarize the report that we released to you and other requesters last
Thursday on the effectiveness of the Federal enforcement process,
which is intended to ensure that those nursing homes that failed
to comply with Federal nursing home quality standards correct
their deficiencies and are appropriately sanctioned.
Before turning to these two very recent reports, though, it might
help to put some of these findings into the larger context. As you
mentioned, last July, we reported to the committee on the quality
of care issues in California nursing homes, prompted by allegations
of inappropriate deaths in 1993. You asked us to examine those allegations and beyond that to determine how well Federal and state
agencies had done more recently in identifying and correcting care
problems in California's homes.
As you recall, we identified problems not only in the State of
California but also more broadly in HCFA's oversight of the Federal and state nursing home program, and I would like to just
briefly recap some of the highlights of those findings. Despite the
considerable Federal and state oversight program and infrastructure in place, we found that one-third of California nursing homes
had been cited by state surveyors for serious violations of Federal
and state standards. These violations included improper care leading to death or life-threatening harm to residents. Other serious
violations involved improper care and in falsifying or omitting key
information from medical records. These problems were identified
through the state's annual surveys of nursing homes and through
complaint investigations.
Despite the seriousness and prevalence of these identified problems, we believe them to be understated. The predictable timing of
the onsite reviews by state surveyors, the questionable accuracy
and completeness of medical records and the limited number of
residents whose care was reviewed in each home likely shielded
some problems from state surveyors' scrutiny. Our work indicated
that these systemic issues with the survey process applied more
than just in California. Moreover, even when California surveyors
did identify serious deficiencies, we found that HCFA's enforcement
policies were not effective in ensuring that the problems were corrected and remained corrected.
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HCFA's policy of granting a grace period to correct deficiencies
regardless of past performance allowed most homes to evade any
consequences of their poor performance. Only a few homes that
posed the greatest danger were not provided such a grace period.
Concerned about these findings, you have asked us to broaden our
scope and determine how widespread these problems might be elsewhere. Unfortunately, our findings are not positive.
In many cases, neither complaint investigations nor enforcement
practices are being used effectively to assure adequate care to nursing home residents. As a result, allegations or verified incidents of
serious problems such as inadequate prevention of pressure sores,
failure to prevent accidents and avoidable fractures, and failure to
assess residents' needs and provide appropriate care often go
uninvestigated and uncorrected. Even when problems are documented and corrected, they too often reoccur.
For serious complaints alleging harm to residents, our review in
14 States reveals that the combination of inadequate state efforts
and limited HCFA guidance and oversight have often resulted in
a system that does not provide for a quick or adequate response to
allegations of serious problems. We saw at least three reasons for
this. First, state policies or practices may actually discourage complaints from being filed. Two States we visited encourage people
who call in to submit their complaint in writing. While these
States' policy is to help prepare a written complaint if the caller
is unable or unwilling to do so, we found conflicting information as
to whether this actually happens.
In contrast, another State that we visited readily accepts and
acts on phone complaints without encouraging the written followup. This State has a substantially higher volume of complaints
than the other two.
Second, serious complaints alleging harmful situations are often
not given a high priority for investigation and consequently are not
investigated promptly. One State we visited did not classify any
complaint received during a 1-year period as having the potential
for immediate jeopardy of residents. Such a classification would
have triggered a Federal requirement for investigation within two
work days. Another state assigned over 90 percent of its complaints
to a priority category that would allow up to 45 days for an investigation. Beyond this, even though States frequently give complaints a priority allowing a delay before an investigation, most investigations were still not done by the assigned deadlines. Some
complaints that alleged serious risks to residents' health and safety
remained uninvestigated for several months.
To illustrate these issues, our report includes an appendix that
chronicles the backlog of complaints in three major cities, Baltimore, Detroit and Seattle, for nursing homes that had three or
more complaints that had not yet been investigated within the
deadline specified by the State when we visited last December and
January. Let me cite just two examples to make this point more
concrete.
One complaint alleged that during a 16 month period, a resident
who was unable to turn in bed, speak or move her right side suffered pneumonia, numerous bruises, cracked ribs, a broken hip, a
broken shoulder, and a broken leg. This complaint was
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uninvestigated after 111 days despite being assigned a 45 day investigation priority. Three other serious complaints regarding the
home's care were also still pending. They had been made between
140 and 293 days before our-visit.
In another case, the State's practice was to give complaints low
priority if the resident was no longer at the nursing home when the
complaint was received, even if the resident had died or had been
transferred to a hospital or another nursing home due.to care problems. One complaint received in July 1998 alleged that a diabetic
resident died because the home did not properly manage his insulin or perform blood sugar tests. Just 10 days prior to receiving this
complaint, the State had completed a second visit to that home,
subsequent to its standard survey. The monitoring and treatment
of diabetic residents had been an issue during those survey visits,
but at the second revisit, the State gave the home a clean bill of
health, concluding it was in compliance with all standards.
Despite this allegation of death just 10 days after the State's
visit and the home's history of a problem with diabetic care, the
State did not investigate the complaint until March 12, 1999, 8
months after it had been lodged. It is hard to understand why the
State did not investigate this complaint sooner given that the resident died and the home had previously documented deficiencies related to diabetic care.
Now I would like to turn to our work on the effectiveness of the
Federal and state enforcement process to respond to those nursing
homes that have been found to have serious deficiencies. Among
other things, we analyzed the enforcement record for a sample of
homes with serious and repeated problems on the premise, or on
the hope, that the system would be more effective or more aggressive about responding to those inarguably poor quality homes.
However, our analysis of these 74 homes in four States showed a
yo-yo pattern of compliance and non-compliance. HCFA would give
notice to impose a sanction such as denial of payment for new admissions, a civil monetary penalty or even termination. The home
would then correct its deficiencies, HCFA would rescind the sanction, and a subsequent survey would find that serious problems
had returned. The threat of sanctions appeared to have little effect
on the home.
It did not deter them from falling out of compliance because they
apparently knew they would continue to avoid the sanction's effect
as long as they kept temporarily correcting their deficiencies. What
explains these failings? Beyond the role of nursing homes and the
States as the first and second line of defense, HCFA bears a portion of the responsibility for the weaknesses in the complaint and
enforcement practices.
For example, except for one requirement to investigate an allegation of immediate jeopardy within two work days, HCFA has left
it to the States to determine the priorities and timeframes for investigating complaints. Moreover, HCFA's guidance on how to conduct investigations has been developed for States' optional use and
thus has not widely been adopted. And HCFA's monitoring reviews
of state nursing home surveys rarely include complaint investigations. For enforcement actions, the manner in whch some sanctions have been implemented have limited their effectiveness. Civil
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monetary penalties, which can bring up to $10,000 per day in fines,
have a potentially strong deterrent effect because theoretically they
could not be avoided simply by taking corrective action. And the
longer the deficiency remains, the larger the penalty can be.
However, the effectiveness of such penalties has been hampered
by the growing backlog of administrative appeals which now stands
at over 700 cases awaiting action. This backlog encourages HCFA
to settle appealed cases, reduce the size of some fines, and delay
the effective fines even if they are ultimately upheld after appeal.
The deterrent effect of monetary penalties seems to largely be lost.
Our reports have contained several specific recommendations for
HCFA and the Administrator has generally concurred with these
recommendations and has already taken steps to act on some of
them. In closing, I would like to acknowledge that HCFA is giving
this issue a priority, even among its other pressing priorities. The
Administrator's response to our findings has been consistently swift
and specific, but in responding to and in correcting the problems
identified today and in our earlier work, it will take a continuing
and increasing commitment on the part of HCFA as well as many
other varied players and stakeholders. We believe continued vigilance and support from the Congress will be essential to ensure
that the real reform takes place and to better ensure that the
health and safety of America's nursing home residents are protected. Thank you, Mr. Chairman. I would be happy to answer any
questions you
save.
[The prepared statement of Dr. Scanlon follows:]
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Mr. Chairman and Members of the Committee:
Thank you for inviting me to discuss our findings on the effectiveness of
complaint and enforcement practices, which are an integral part of the federalstate process to protect nursing home residents and to ensure that homes
participating in Medicare and Medicaid comply with federal standards. The nearly
1.6 million elderly and disabled residents living in nursing homes are among the
sickest and most vulnerable populations in the nation. They are frequently
dependent on extensive assistance in basic activities of daily living like dressing,
grooming, feeding, and going to the bathroom, and many require skilled nursing or
rehabilitative care.
The federal government, which will pay nearly $39 billion for nursing home care
in 1999, plays a major role in assuring that residents receive adequate quality of
care. Based on statutory requirements, the Health Care Financing Administration
(HCFA) defines standards that nursing homes must meet to participate in the
Medicare and Medicaid programs and contracts with states to certify that homes
meet these standards through annual inspections and complaint investigations.
The federal government has the authority to impose sanctions, such as fines, if
homes are found not to meet these standards.
In hearings before this Committee last year, we reported that unacceptable care
was a problem in many California nursing homes, including 1 in 3 where state
surveyors found serious or potentially life threatening care problems. We also
concluded that federal and state oversight was not sufficient to guarantee the
safety and welfare of nursing home residents.' The information I am presenting
today updates and expands upon the information presented last year with the
results of our work on two recently completed projects conducted for this
committee and several other requesters. In a report issued today, we examine the
effectiveness of states' complaint practices in protecting residents.2 In this report,
we also assess HCFA's role in establishing standards and conducting oversight of
states' complaint practices and in using information about the results of complaint
investigations to assure compliance with nursing home standards. In the second
report, issued last week, we analyze national data on the existence of serious
deficiencies in nursing home compliance with Medicare and Medicaid standards.
Further, we assess HCFA's use of sanction authority for homes that failed to
maintain compliance with these standards.
'See California Nursing Homes: Federal and State Oversight Inadequate to Protect Residents in
Homes with Serious Care Violations (GAO/T-HEHS-98-219, July 28,1998) and Califrnia Nursin
Homes: Care Problems Persist Despite Federal and State Oversight (GAO/HEHS-98-202, July 27,
1998).

'See Nursing Homes: Complaint Investigation Processes Often Inadequate to Protect Resident
(GAO/HEHS99-80, March 22,1999). We examined Maryland, Michigan, and Washington as well as
11 other states reviewed by state auditors - Iowa, Kansas, Kentucky, Louisiana, New York, North
Carolina, Ohio, Pennsylvania, Tennessee, Texas, and Wisconsin.
'See Nursing Homes Additional Stepm Needed to Strengthen Enforcement of Federal Ouaitv
StaUdardb (GAOHEHS499-4, March 18,1999). The scope of this review included analysis of
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In brief, we found that neither complaint investigations nor enforcement practices
are being used effectively to assure adequate care for nursing home residents. As
a result, allegations or incidents of serious problems, such as inadequate
prevention of pressure sores, failure to prevent accidents, and failure to assess
residents' needs and provide appropriate care, often go uninvestigated and
uncorrected. Our work in selected states reveals that, for serious complaints
alleging harm to residents, the combination of inadequate state practices and
limited HCFA guidance and oversight have often resulted in:
* Policies or practices that may limit the number of complaints filed;
* Serious complaints alleging harmful situations not being investigated
promptly; and,
* Incomplete reporting on nursing homes' compliance history and states'
complaint investigation performance..
Further, regarding enforcement actions, HCFA has not yet realized its main goal to help ensure that homes maintain compliance with federal health care
standards. We found that too often there is a yo-yo pattern where homes cycle in
and out of compliance. More than one-fourth of the more than 17,000 nursing
homes nationwide had serious deficiencies - including inadequate prevention of
pressure sores, failure to prevent accidents, and failure to assess residents' needs
and provide appropriate care - that caused actual harm to residents or placed
them at risk of death or serious injury. Although most homes corrected
deficiencies identified in an initial survey, 40 percent of these homes with serious
deficiencies were repeat violators. In most cases, sanctions initiated by HCFA
never took effect. The threat of sanctions appeared to have little effect on
deterring homes from falling out of compliance because homes could continue to
avoid the sancdons' effect as long as they kept temporarily correcting their
deficiencies.
HCFA has taken a number of recent actions to improve nursing home oversight in
an attempt to resolve problems pointed out in earlier studies. These initiatives
include staggering annual surveys to lessen their predictability and more
vigorously prosecuting egregious violations. We are making several additional
recommendations to HCFA that should strengthen its standards for and oversight
of states' complaint practices and improve the deterrent effect of enforcement
actions, including the use of fines and terminations. We are also recommending
that HCFA improve its management information systems to more completely
include complaint investigation results and to be able to more effectively identify
and respond to homes with recurring problems. Last week, the Administrator

HCFA's nationwide database of periodic inspections and detailed work in four states - California,
Michigan, Pennsylvania, and Tesas
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generally concurred with these recommendations and announced new initiatives
to address these issues.
SOME STATES' COMPLAINT PRACTICES ARE LIMITED IN THEIR
ABILITY TO PROTECT RESIDENTS
Investigations of complaints filed against nursing homes can provide a valuable
opportunity for determining if the health and safety of nursing home residents are
threatened. Complaint investigations are typically less predictable than annual
surveys and can target specific areas of potential problems identified by residents,
their families, concerned public, and even the facility itself. However, we found
that complaint investigation practices do not consistently achieve their full
potential.
Some States' Policies or Practices Limit the Filing of Complaints or Quick
Response
Some states have practices that may limit the number of complaints that are filed
and investigated. For example, both Maryland and Michigan encourage callers to
submit their complaints in writing. In contrast, Washington readily accepts and
acts on phone complaints without encouraging a written follow-up. This practice
would appear to contribute to Washington's much higher volume of complaints
than in either Maryland or Michigan.
When a complaint is received, the state agency ascertains its potential
seriousness. HCFA requires states to investigate complaints that may
immediately jeopardize a resident's health, safety, or life within 2 workdays of
receipt For other serious complaints, states are permitted to establish their own
categories and timeframes for investigation. Some states permit relatively long
periods of time to pass between the receipt of these complaints and their
investigation. For example:
* Michigan's statute allows 30 days, but Michigan's operating practice in 1998
allowed 45 days;
* Tennessee allows 60 days; and,
* Kansas allows 180 days.
|

!

Other states, however, such as Maryland, Pennsylvania, and Washingv on, have
additional priority levels that categorize other serious complaints to b,e
investigated within shorter timeframes, such as 10 workdays.
Some States Assign Low Priority Levels to Serious Complaints
We found that some states classify few complaints in high-priority lev4els that
would require a prompt investigation. For example, in the 1-year peri(id from July
Page 3
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1997 to June 1998, Maryland did not classify any complaints as having the
potential to immediately jeopardize residents and thereby requiring a visit within 2
workdays. Maryland most frequently classified complaints as not requiring a visit
until the next on-site inspection - which could be as long as a year or more away.
Similarly, Michigan categorized nearly all of its complaints between July 1997 and
June 1998 as not requiring a visit for 45 days or until the next annual survey. In
contrast, Washington determined that 9 out of 10 complaints should be
investigated within either 2 or 10 workdays.
Several states have explicit procedures or operating practices that do not place
serious complaints in high priority categories for investigation. A Maryland
official, for example, acknowledged reducing the priority of some complaints
since the agency recognized that it could not meet shorter timeframes due to
insufficient staff. Michigan gave some complaints low priority if the resident was
no longer at the nursing home when the complaint is received - even if the
resident had died or been transferred to a hospital or another nursing home due to
care problems. For example, in one such complaint in Michigan, it was alleged in
July 1998 that a resident died because the home did not properly manage his
insulin injections or perform blood sugar tests. The state had recently
investigated the home and determined that previous problems with treatment of
diabetic residents had been corrected. However, the state did not investigate the
complaint until this month as part of the most recent annual survey - nearly 8
months after the complaint was received - and state investigators did not identify
any problems with treatment of diabetic residents. We question why the state
agency did not investigate this complaint sooner given that the resident died and
the home had previous deficiencies related to diabetic care. Michigan also
delayed investigating certain non-immediate jeopardy complaints against nursing
homes undergoing a federal enforcement action. Officials told us that they
adopted this practice to avoid potential confusion that may result from having two
enforcement actions pending simultaneously. This practice, however, could
unreasonably delay the investigation of serious complaints at nursing homes
already identified as violating federal standards.
In reviewing complaints from the states visited, we identified several complaints
that raise questions about why they were not considered as involving potential
immediate jeopardy and thereby requiring a visit within 2 workdays. Examples of
these allegations include:
* A resident was found dead with her head trapped between the mattress and
the siderail of the bed with her body lying on the floor. The state categorized
this complaint as one needing to be investigated within 45 days. The state
investigated this complaint within 13 days and determined that II of 24
sampled beds had similar siderail problems.
* An alert resident who was placed in a nursing home for a 20-day rehabilitation
stay to recover from hip surgery was transferred in less than 3 weeks to a
hospital because of an 'unprecedented rapid decline (in his condition)." A
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member of the ambulance crew transporting the resident to the hospital
reported that the resident 'had dried ...blood in his fingernails and on his
hands.. .sores all over his body.. .smelled like feces.. .and (was) unable to walk
or take care of himself... I personally feel he was not being properly cared
for." The state eventually determined that the nursing home had harmed the
resident, but only after categorizing this complaint as not needing an
investigation until the next on-site inspection that was more than 4 months
after receipt of the complaint.
Some States Not Conducting Complaint Investigations in Tinely Manner
Further, we found that states often did not conduct investigations within the
timeframes they assigned complaints, even though some states frequently placed
complaints in priority categories that would increase the time available to
investigate them. Some of these complaints, despite alleging serious risk to
resident health and safety, remained uninvestigated for several months after the
deadline for investigation. For example, Maryland only met its timeframes for 21
percent of complaints assigned to the 10 workday category and for 69 percent of
complaints assigned to the 45 workday category. Michigan met its timeframes in
about one-fourth of cases. Washington, which assigned most complaints to the
category requiring a visit within 10 workdays, met its timeframes in slightly more
than half (55 percent) of all complaints.
During our visits to Maryland, Michigan, and Washington, we asked the states to
provide copies of all complaints in the Baltimore, Detroit, and Seattle areas that
had not yet been investigated and that exceeded the assigned timeframe.
Baltimore and Detroit metropolitan areas had over 100 such complaints and there
were 40 in the Seattle area. For example, in Baltimore we identified a nursing
home that had three complaints alleging neglect or abuse that had not yet been
investigated and had been pending for at least 3 or 4 months. These allegations
included a resident who was not fed for nearly 2 days and was hospitalized with
dehydration, pressure sores, and an infection; a resident whose condition
deteriorated, including losing 10 percent of her body weight in 2 months, and
suffered from poor hygiene; and a resident who was improperly transferred and
suffered 2 fractured legs. In Detroit, a nursing home had four pending complaints
that had not been investigated for between 2 and 8 months and that alleged
neglect and abuse of residents ii the home's care. These allegations included a
resident who died after the home allegedly failed to send her to the hospital
promptly and who the hospital's physician determined was dehydrated and
malnourished; a resident with an uncared-for cut that became infected and
resulted in heel amputation; an unattended resident who was found outside the
home with injuries from a fall; and a resident who was verbally abused by a staff
member.
Failure by states to investigate complaints promptly can delay the identification of
serious problems in nursing homes and postpone needed corrective actions. As a
result of delayed investigations, situations in which residents are harmed are
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permitted to continue for extended periods. For example, we found a complaint
in Michigan alleging inadequate care for pressure sores and fractures due to falls
that was not investigated for over 7 months. When the state did investigate, it
found that the nursing home had a pattern of deficiencies of inadequate care that
actually harmed residents.
APPLICATION OF SANCTIONS DOES NOT ENSURE NURSING HOMES
MAINTAIN COMPLIANCE
Based on our analysis of nationwide survey data, we found that more than 1 in 4
nursing homes have serious and often repeated deficiencies that resulted in
immediate jeopardy or actual harm to residents. While HCFA's initiation of
actions typically brought homes into at least temporary compliance, they were
often ineffective in ensuring that homes maintained compliance over time with
federal standards.
Many Nursing Homes Incur Repeated Serious Deficiencies
Surveys conducted since the July 1995 implementation of stronger enforcement
tools showed that, each year, more than 4,700 homes had deficiencies that caused
actual harm to residents or placed them at risk of death or serious injury. The
most frequent violations causing actual harm included inadequate prevention of
pressure sores, failure to prevent accidents, and failure to assess residents' needs
and provide appropriate care. Although most homes were found to have
corrected the identified deficiencies, subsequent surveys showed that problems
often returned. About 40 percent of the homes that had such problems in their
first survey during the period we examined (July 1995 to October 1998) had them
again in their last survey during the period.
Sanctions Often Do Not Take Effect or Result in Only Temporary
Corrections
Our work in four states and four HCFA regions showed that HCFA-initiated
sanctions against non-compliant nursing homes did not take effect in a majority of
cases and generally did not ensure that the homes maintained compliance with
standards.' Our review of 74 homes that states had referred to HCFA for federal
enforcement action, as a result of serious or uncorrected deficiencies, showed
that the threat of sanctions often helped bring the homes back into temporary
compliance but provided little incentive to keep them from slipping back out of
compliance. Based on state recommendations, the most common sanctions
HCFA initiated for these homes were denial of payments for new admissions, civil
'The four states were California, Michigan, Pennsylvania, and Texas that combined account for 23
percent of nursing homes nationwide. The HCFA regions we reviewed included San Francisco,
Chicago, Philadelphia, and Dallas that are responsible for overseeing states with 55 percent of
nursing homes nationwide. Within these 4states, we chose a judgmental sample of 74 nursing
homes that had deficiencies of sufficient severity that states had referred the homes to HCFA for
241 separate federal enforcement actions.
I
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monetary penalties, and termination.' States had referred these homes to HCFA
for possible sanctions an average of about 3 times each. Because many homes
corrected their deficiencies before the effective date of the sanction, HCFA often
rescinded the sanction before it took effect. For example, sanctions did not take
effect in 55 percent of cases where denial of payments were recommended; in 68
percent of cases for civil monetary penalties; and 72 percent of cases for
recommended termination.
However, the threat of sanctions only temporarily induced homes into correcting
identified deficiencies, as many were again out of compliance by the time the next
inspection was conducted. Of the 74 homes we reviewed that faced possible
sanctions, 69 were again referred for sanctions after being found out of
compliance once more-some went through this process as many as 6 or 7 times.
For example, twice in 1995, and again in 1996 and 1997, Michigan cited one home
for causing actual harm to residents. Deficiencies included failure to prevent the
development of pressure sores in several residents and failure to prevent
accidents, which resulted in a broken arm for one resident and a broken leg for
another. In another example, Texas surveyors cited one nursing home for placing
residents in immediate jeopardy and actual harm twice in 1995-including failure
to prevent choking hazards, provide proper incontinent care, and prevent or heal
pressure sores. On the next annual survey, surveyors again found quality of care
deficiencies that caused harm to residents, including failure to provide adequate
nutrition.
This yo-yo pattern of compliance and noncompliance could be found even among
homes that were terminated from Medicare, Medicaid, or both. Termination is
usually thought of as the most severe sanction and is generally done only as a last
resort. Once a home is terminated, however, it can generally apply for
reinstatement if it corrects its deficiencies and has demonstrated 'reasonable
assurance" that they will not recur. Of the 74 homes we analyzed, 13 were
terminated at some point; however, the pattern of noncompliance returned for 3
of 6 homes that were reinstated. For example, a Texas nursing home was
terminated from Medicare for a number ofviolations that included widespread
deficiencies causing actual harm to residents. About 6 months after the home was
terminated, it was readmitted under the same ownership. Within 5 months, state
surveyors again identified a series of deficiencies involving harm to residents,
including failure to prevent avoidable pressure sores or ensure that residents
received adequate nutrition.
'Other sanctions, including increased sate monitoring, appointnent of a temporary manager to
oversee the home while it corrects its deficiencies, and state-directed plans of correction, have
been infrequently used
'rhe relatively smail number of civil monetary penalties that have taken effect is a reflection of the
large number of fines under appeal. As appeals are settled, a higher proportion of the fines
Imposed may take effect.
When a home is terminated, it loses any income from Medicare and Medicaid payments, which for
many homes represents a substantial pat of operatng revenues. Residents who receive support
from Medicare or Medicaid must be moved to other hclties
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FURTHER HCFA OVERSIGHT AND ENFORCEMENT NEEDED

Given these weaknesses in many states' complaint practices and the current
inadequacy of enforcement actions to maintain homes' compliance with federal
standards, one would expect HCFA to be more proactive in overseeing states and
enforcing sanctions when nursing homes do not maintain compliance with its
standards. HCFA, however, has exercised limited oversight or guidance of states'
complaint practices. In addition, while HCFA has some tools to address the cycle
of repeated noncompliance among some homes, it has not used them effectively.
HCFA Oversight of Complaints is LimitedAlthough federal funds finance over 70 percent of complaint investigations
nationwide, HCFA plays a minimal role in providing states with direction or
oversight regarding these investigations. HCFA has left it largely to the states to
determine which complaints are so serious that they must be investigated within
the federally mandated 2 workdays. Until last week, HCFA had no formal
requirements for the prompt investigation of serious complaints that could harm
residents but were not classified as potentially placing residents in immediate
jeopardy. Moreover, HCFA's oversight of state agencies that certify federally
qualified nursing homes has not focused on complaint investigations. We found
that:
* A HCFA initiative to strengthen federal requirements for complaint
investigations was discontinued in 1995, and resulting guidance developed for
states' optional use'had not been widely adopted.
* Federal monitoring reviews of state nursing home inspections primarily focus
on the annual standard survey of nursing homes, with very few conducted of
complaint investigations.
* Since 1998, HCFA has required state agencies to develop their own
performance measures and quality improvement plans for their complaint
investigations, but for several states we reviewed complaint processes were
addressed superficially or not at all.
In response to our findings and concerns raised by advocates.for nursing home
residents, HCFA announced last week several initiatives intended to strengthen its
standards for and oversight of states. For example, HCFA will now require states
to investigate complaints alleging actual harm to residents within 10 workdays.
HCFA Policy limits Enforcement Sanctions' Effectiveness
Regarding enforcement actions, the manner in which some sanctions have been
implemented limits their effectiveness. For example, civil monetary penalties have a potentially strong deterrent effect because they cannot be avoided simply
by taking corrective action, and the longer the deficiency remains, the larger the .
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penalty can be. However, the effectiveness of civil monetary penalties has been
hampered by a growing backlog of appeals. Nationwide, a lack of hearing
examiners has created a growing backlog of over 700 cases awaiting decision as
of February 1999, with some cases dating back to 1996. HHS estimated that each
year at least twice as many appeals would be received as would be settled and has
requested additional funds for fiscal year 2000. This appeals backlog creates a
bottleneck for timely collections. As of September 1998, only 37 of the 115
monetary penalties imposed on the 74 homes we reviewed had been collected.
This backlog of appealed civil monetary penalties encourages HCFA to settle
appealed cases,.often reducing the size of the fine, and delays the imposition of
the fine even lift is ultimately upheld after appeal. As a result, it is not surprising
that some nursing home owners routinely appeal imposed penalties. For
example, we found that one large Texas chain appealed 62 of the 76 civil
monetary penalties imposed on its nursing homes between July 1995 and April
1998. These 62 potential penalties totaled 84.1 million.
Since July 1998, HCFA has taken or proposed several initiatives to improve
nursing home oversight. These initiatives include staggering annual survey
schedules to reduce the predictability of surveyors' visits, revising the definition
of a poorly performing facility to broaden the criteria for taking immediate
enforcement action, and prosecuting egregious violations of care standards.
While these are important steps, it is too early to gauge their effect in resolving
earlier identified problems. HCFA's initiatives do not, however, address some
weaknesses identified in our most recent work. For example:
* HCFA does not require states to refer homes for sanction in all cases where
identified deficiencies contributed to the death of a resident We identified
examples where investigation of a resident's death found that the deficient
practice had ceased at the time of the investigation, thus resulting in a finding
of actual harm. Under HCFA policy, states are not required to refer homes
with this level of deficiency for sanction.
* In addition to the need to better demonstrate reasonable assurance that
violations will not recur prior to reinstating a terminated home, HCFA's policy
prevents state agencies from considering a reinstated home's prior record.
This policy effectively gives the home a 'clean slate" and produces the
disturbing outcome that termination could actually be advantageous to a home
with a poor compliance history.
HCFA's Management Information Systems are Inadequate
Finally, our work points to weaknesses in HCFA's management information
systems that have limited its effectiveness in addressing both nursing home
complaints and enforcement HCFA reporting systems for nursing homes'
compliance history and complaint investigations do not collect timely, consistent,
and complete information. Having full and accurate information on a nursing
home's compliance and enforcement history, including the results of complaint
Page9

GAOTHEEHS-99-89

122
investigations, would improve HCFA's ability to identify nursing homes in need of
further enforcement sanctions. Further information system weaknesses pertain
to the inability to centrally track enforcement actions or to identify nursing homes
under common ownership.
CONCLUSIONS AND RECOMMENDATIONS

As Congress, HCFA, and the states seek to better assure adequate quality of care
for nursing home residents, our work has demonstrated that key components of
complaint investigations and enforcement actions need to be strengthened to
better protect the growing number of elderly and disabled Americans who rely on
nursing homes for their care - one of the nation's most vulnerable populations.
Absent such improvements, many federal and states' policies and practices
continue to result in serious complaints that allege harm to residents not being
investigated for weeks or months. In addition, HCFA's ineffective use of common
enforcement sanctions, such as fines, denial of payments, and termination, leads
to nursing homes temporarily correcting deficiencies that recur all too often.
Our reports contain several specific recommendations to HCFA. The
Administrator has already concurred and has started taking steps to act on them.
Broadly, these recommendations call for HCFA to:
* Develop additional standards for the prompt investigation of serious
complaints and strengthen its oversight of state complaint investigations;
* Improve the effectiveness of enforcement actions, including reducing the
backlog of appeals of civil monetary penalties, and strengthen policies
regarding terminated homes such as requiring reasonable assurance periods of
sufficient duration and maintaining the home's pre-termination history.
* Develop better management information systems to integrate the results of
complaint investigations, track the status and history of deficiencies, and
monitor enforcement actions..

Mr. Chairman, this concludes my statement. I will be happy to answer any
questions that you or other members of the Committee may have.
(101813)
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The CHARnMAN. Thank both of you for your outstanding report
and your outstanding work that is being released here today. I will
start with Mr. Grob. Your presentation indicates that serious nursing home quality of care deficiencies have been increasing. How
many years have these trends been in evidence?
Mr. GROB. The data we saw was for the four last surveys for Survey and Certification data and for the ombudsman reports go back
to 1989.
The CHAIuRAN. OK If the quality of care is deteriorating, do
your studies indicate whether this is happening in the entire universe of nursing homes?
Mr. GROB. It is a combination. There are some nursing homes
that have much more serious problems, but the serious problems
extend beyond just the repeat performers. Let me try to give an indication of that. In the individual top ten survey deficiencies that
we show in our report, they range between ten and 16 percent of
nursing homes that had problems with any single one of those or
with each one.
If you were to try to compute, well, how many had a problem
with at least with one of those, it would be considerably more than
that, perhaps as many as a quarter or so. However, 6 percent of
our nursing homes had the same serious deficiencies 4 years in a
row, the same deficiency. And 10 percent of our nursing homes had
problems with all top ten of the deficiencies that we cited.
The CHAnmAN. Yes. We have some very good apples in nursing
homes.
Mr. GROB. Yes.
The CHAPuMA. And we have some very rotten applies.
Mr. GROB. Yes.
The CHAIRmAN. I Think that is what you want to tell us.
Mr. GROB. Exactly.
The CHAIRMAN. And these bad apples are not an indictment of
all the good nursing homes.
Mr. GROB. That is absolutely right.
The CHAIRMAN. But there are a few rotten apples that are giving
everybody else a bad reputation?
Mr. GROB. There are some that are really rotten and there are
a lot of them that are really good and there are some other ones
I would not buy.
The CHAIRMAN. OK In light of-again, Mr. Grob-in light of this
worsening quality of care situation and along the lines we just
demonstrated, would it be reasonable to draw from the data that
some nursing homes are not improving the quality of care and that
the systems and remedies that we have in place to bring homes
into compliance with quality standards are not working as intended?
Mr. GROB. Absolutely.
The CHAutmAN. Will the HCFA initiatives from last July have a
positive effect on these systems and remedies that are not working
and before you answer that, have you seen any indications of such
positive effect in light of the activities HCFA has commenced since
July? And I did hear what Dr. Scanlon just said about HCFA and
I feel encouraged by what he said. Go ahead.
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Mr. GROB: I do agree. I think that HCFA is to be commended for
their response to the work of this committee and the earlier GAO
reports. I found their responses, first of all, to match the findings
that we and the. General Accounting Office have come up with. I
think their responses are quite specific. They are public. There is
a commitment to it, and I detect a lot of energy in their preparing
their action plan. In terms of any results, I would say it is too soon
to tell and I can tell you that we do intend to stay on the case for
a long time, hoping to contribute in some ways to bring the quality
of care in the nursing homes up to where it should be.
The CHAIRmAN. OK Also to you, Mr. Grob, according to your report from January 1997 to July 1998, OSCAR data reported 4,707
nursing home resident abuse complaints in the ten States that you
reviewed. Of these complaints, 1,569 were substantiated. According
to your report, no action, plans of correction, or other remedies
were applied to 1,412. That would be 90 percent of these substantiated complaints. Does this mean that there was no action at all?
Mr. GROB. For the complaints for which we said there was no action, there was no action on those substantiated complaints. Now
for complaints that were not substantiated, it does not mean that
there was not a problem. It could be that the complaint did not
have merit, but it could also be that the investigators simply did
not have the opportunity to tell whether there was any merit to the
case, perhaps because they were delayed in reaching the nursing
home.
The CHAIRmAN. Would some resolution of these complaints have
been effected without the imposition of citation or some other action that was not recorded in the OSCAR data?
Mr. GROB. Yes. In fact, this is a good opportunity for me to talk
just briefly about the complaint system to tell you that it is rather
complicated and there are both good and bad effects of the phenomena that there is more than one way to make a complaint. A person
can contact the Survey and Certification office in the State, could
call the ombudsman in their area, could call the local police, for example, and there are other places that could be called, and these
complaints are handled in a variety of different ways.
The strength is that there are several venues for people to register a complaint. The disadvantage is that you are not really sure
what happens to them after they are registered. So it is true that
some complaints can be resolved, for example, by the ombudsman.
However, I need to tell you this. If the complaint ends up with the
State Survey and Certification Agency and it records it, then it is
required to follow up and take action on that complaint.
The CHAIPmAN. OK Now, in my State of Iowa, the ombudsman's
office often addresses and resolves problems onsite and as a result
it is not necessary to impose a remedy as an example, and that is
what you were saying.
Mr. GROB. Yes.
The CHAARAN. Does that fact in any way distort the statistics
we are basing some of our decisions on?
Mr. GROB. I think, first of all, in our reports and I think this is
true for the reports of the General Accounting Office as well, the
statistics are quite clear in relating them to the survey and certifi-
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cation complaints so that the comparisons that are being made are
quite accurate in that regard to the extent that they are recorded.
Now, in our report, we also talk about complaints that come into
the ombudsman office, and you are absolutely right, that in that
case many of those complaints can be addressed through the good
offices of the ombudsman who is familiar with the nursing home.
So you can look at it two ways. On the positive side, there is another way to solve the problem. On the negative side, it is another
indication that there are more complaints to deal with.
The CHAIRMAN. Yes. Senator Breaux, and then I will complete
my questioning on the second round.
Senator BREAUX. Thank you very much for both of your work on
this. Before I ask some specific questions, how certain can you be
that this snapshot approach that you all have taken because you
have looked at about what-13, 14 States, I guess-how certain
can we be that this is consistent with the rest of the country or did
you just happen to pick out the 14 worst States or, heaven forbid,
that this was the 14 best States? I mean how typical is what you
are reporting to Congress over the rest of the country?
Dr. SCANLON. We did not select the sample of States to try and
be representative of the full country. What we did try to do was
to select a range in terms of practices that States used in trying
to assure quality and to try and include different regions of the
country so there were different HCFA regional offices involved,
since they play an important role in this process, so that we could
understand what impact those practices might have. The conclusion that we take from this is that there is a significant enough
problem in enough States that we as the Federal Government
should be concerned about this.
Second
Senator BREAUX. Do you agree with that, Mr. Grob?
Mr. GROB. I would go further. We picked the ten States because
they were the largest ones. We also picked only ten so that we
could do a complete study of all ten of those. So we bring not only
one source of data, not just the survey and certification data, but
the ombudsman data. We also looked at our own exclusions of people from programs. We looked at other forms of complaint data and
we interviewed people from the survey and certification offices,
from the ombudsmen's offices, who were inside the nursing homes
and could see and tell us what was happening there.
So we tried to get a cross-section of data from every source that
we could get to make sure that we were getting the consistent
story, and when we did the ten largest States so that we could get
this full picture, whenever we could compare that data to national
data through the computers, we did so. And every time we did we
found that what was happening in those ten largest States was
largely happening in the Nation as a whole. So I am pretty comfortable in saying that what we have done here is describe something that is pretty much across the country.
Senator BREAUX. All right. Let me ask you some more specific
concerns that have been expressed at least by the Louisiana Nursing Home Association. I have a letter from them that said that the
inspection process is broken. It needs to be fixed. We need to work
together to create a system that measures quality of care and qual-

56-728 - 99 - 5

126
ity of life and makes another suggestion, but they have some specific complaints about the reports and I would like you to comment
on them.
They say that the administration and this committee, the Senate
Aging Committee, are working from a report which premises and
conclusions are flawed. These conclusions hinged on alleged severe,
level G or greater, deficiencies, and poor performing change. And
then they give some examples. And this is what I want you to comment on. For example, for instance, the report says-I hate those
lights. I want to shoot them out.
The CHAIRMAN. OK We have got time.
Senator BREAUX. Only got two of us.
The CHAIRMAN. We can ignore it.
Senator BREAUX. We can ignore all these other members that
want to talk?
The CHAIRMAN. Yeah. Go ahead. [Laughter.]
Senator BREAUX. OK For instance, the report says that if a facility cancels an activity such as a painting class, the facility has
committed a severe violation. Another example, the government
has changed the definition of a severe deficiency to include isolated
events that are unfortunate but not a sign of severe problems,
things like a nurse's aide's failure to knock before entering a patient's room. Another example of policy they point out that threatens quality according to the government is when regulators threaten to decertify a facility for a technical violation during Hurricane
Georges, which hit down in my area. They said chief among the
violations that the government regulator cited for what they call
actual harm was that no morning newspaper was delivered to a patient. That does not sound like real severe problems to me. I mean
are these some of the things that actually appear in one of your
reports?
Dr. SCANLON. They do not appear in our report. In fact, if they
are examples of G violations, which are violations that involve actual harm to a resident or a small group of residents, they are in
our mind, inappropriately cited at that level. Now we have heard
these types of complaints from the industry and examples such as
those as well as others and they often have said that this is what
the inspector cited. One of the things that we know about the process is that the inspector citations are not always upheld when the
inspection is turned over to the State licensing and certification
agency and then reviewed after appeal by the home.
The data that we are using are the data that come after those
appeals are completed so that a violation of this type might be reduced from actual harm to the potential for harm.
Senator BREAUX. Do any of your investigations focus on these
type of allegations, Mr. Grob?
Dr. SCANLON. Our investigations have primarily focused on a different type of allegation which is the quality of care allegation as
opposed to the quality of life deficiencies which I think most of the
ones that you have indicated would fall into the quality of life category. HCFA has tabulated for the committee information on the
number of violations in the G category that fall into these different
groups. About 7 percent fall into the quality of life category and
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about two-thirds to three-quarters fall into the quality of care category.
The kinds of things that we are talking about and have in our
reports are serious care problems in terms of pressure sores, poor
nutrition, et cetera, can be G category violations. Those are the
ones that we are concerned about. We think there is a sufficient
volume of those that there is a need for a response. We would not
want to effect a response over some of the issues that you just identified.
Senator BREAUX. Mr. Grob.
Mr. GROB. We were even more specific. There are 185 separate
types of deficiencies in the Survey and Certification system. And
they are divided into subcategories. Three of the subcategories are
called "substandard quality of care" deficiencies and they relate to:
resident behavior and facility practices such as the use of restraints, abuse and staff treatment; and quality of life matters such
as related to residents having freedom to make decisions for themselves and accommodating their special needs; and then a third,
quality, of which there are 25, called "quality of care" deficiencies.
These 25 are the ones that we were most interested in, and it was
13 of those 25 very serious quality of care deficiencies related to
medical care that we found increasing. These related to pressure
sores, accident hazards, the dignity of the patient, housekeeping
and maintenance, care necessary for the highest practical well
being, freedom from restraints, accommodating needs, drug regimens, freedom from unnecessary drugs, treatment of incontinence,
and proper care for people who need special help with activities of
daily living. These do not at all sound like the kind of things
thatSenator BREAUX. So what do I say when I respond to this letter?
That this is not-what do I say? If you had gotten this letter being
the inspector for GAO and an inspector for HHS and you got this
kind of letter, what is wrong with it?
Mr. GROB. I would say that we understand that there are times
when people who are trying to do a good job running a nursing
home might find themselves bothered by what they regard as an
unfair finding. But I do need to say that we were extraordinarily
careful in this regard. We did not want to come and present to you
any matters that you would then find were trivial or were unimportant. We tried our darnedest.
Senator BREAUX. So your report is not based on these type of examples that I gave you?
Mr. GROB. Not at all. Not at all.
Senator BREAUX. OK Final question. They point out to me that
presently the government has quote "a no collaboration" policy.
And as an obstacle to ongoing improvements in quality, this policy
prohibits nursing home inspectors from supplying information that
could help solve problems. What do they mean by that? Is there
any truth to that and if so what can we do about it?
Dr. SCANLON. During the course of surveys today there is much
less information provided by surveyors to homes in accord with the
notion that these are meant to be independent assessments of a facility's care and operations. In the past, there was a more active
involvement in terms of providing what you might call technical as-
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sistance to the facility. The feeling is that these facilities should be
very strong entities capable of delivering care and that we do need
an independent assessment.
There is always a fear that when someone does an assessment
if one is actively engaged or collaborating with the person or the
body being assessed, that it is going to influence your assessment.
So that is why this policy has been put into place. Recognize it is
a change from the practices of the past. We may need to find ways
in order to provide the type of technical assistance that the facilities are talking about, but we also need an independent assessment.
Senator BREAUX. What we are saying is that inspectors do not
share what they found deficient with the people they are inspecting?
Dr. SCANLON. No, they share what they find is deficient. They
may not suggest practices to remove the deficiency, which is what
the facilities are complaining about.
Senator BREAUX. OK I have some additional questions later.
The CHAIRmAN. Oh, no. Go ahead.
Senator BREAUX. No, we will alternate. I get tired of hearing myself.
The CHAIMAN. OK Following up a little bit where Senator
Breaux left off, Mr. Scanlon, I would like you to address a matter
that is currently causing some concern among nursing home administrators and the community. These are issues that they bring
to us, which are legitimate to bring their concerns to us just as well
as advocates for patients bring their concerns to us about nursing
homes. And this is in regard to HCFA's plan to use G level deficiencies on two consecutive surveys as a criteria to trigger stiffer
sanctions on any nursing facility.
Many nursing home administrators have written to me to complain that the G level deficiencies are often not particularly serious
in their judgment and that it is very easy to incur them. It has
been alleged in a recent press release by the American Health Care
Association that they include things like canceling a painting class.
So the administrators argue that this policy runs the risk of
lumping good facilities that have only isolated problems in with the
real problem facilities. Now I am not justifying the cancellation of
that painting class. I do not know whether that is real. I am just
telling you what was written to me. Can you start by defining for
us what a G-level deficiency is?
Dr. SCANLON. HCFA classifies facilities along two dimensions:
the scope and the severity of the deficiency. In terms of the severity, a G level deficiency is one in which there is actual harm caused
to residents. It is harm less serious than harm that is either life
threatening or causes death, but it is still not considered minor
harm. And furthermore, the G deficiency is defined in terms of
scope by having occurred to a limited number of residents. It is not
necessarily a single resident. It could be four or five or six residents that are affected by this. This is where these two, the scope
and severity, define the G violation.
The CHAIMAN. OK Now looking at the charts, I guess both right
and left, one list-what I understand would be substantiated G
level deficiencies from your report. The other list, what I am told
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are also G level deficiencies which do not appear as consequential.
Now which chart-over here-yes, that is what I thought. This last
list comes to us from one of the multi-facility nursing home companies and I want to come back to them after you finish your comments about these issues.
Dr. SCANLON. In terms of looking at these two charts, and I did
have the opportunity to see them in the other room, I would note
that in the chart that is on the left that is provided by the Manor
Care chain, it is often referred to as what the surveyor found. In
the process of the determination of the actual level of offense, there
is a process by which States will review surveyor's findings. There
are often changes made to those findings, most typically downgrading them from one level to a lower level.
Second, this is something we have not investigated for you, but
we will be happy to pursue, it is important that we do have a good
boundary between what we regard as a serious G level violation
and something that would not rise in the minds of reasonable people to the level of severity that we would want to call this a poor
performing facility.
The disturbing thing that we have found in terms of looking at
G level information in the data that are available is that it is too
easy to find things that we not only actual harm, we would think
of them potentially as worse than actual harm within that G level
category. Those are the things that we are trying to focus on. We
are trying to encourage HCFA to get into place a system that will
deal with these serious violations. We have encouraged them simultaneously to make sure they are not wasting resources pursuing things that are not as serious as these.
The CHAIRMAN. OK. Read one that is more serious and one that
is less serious so that everybody has an understanding of what falls
into the categories.
Dr. SCANLON. I will read the first one off of each chart so as not
to be suggesting that I am skewing this in any way. In terms of
the more serious chart, the resident had caked feces all over his
body, dried blood under his fingernails and on his hand, and pressure sores all over the body. A member of the ambulance team that
transported the resident to the hospital questioned whether the
home properly cared for the resident. This was found to be actual
harm in an isolated instance.
The first example from the Manor Care list is that a resident arrived at the hospital with a 6.5 centimeter blister on the right heel.
The nurse erred in documenting the ulcer as 6.5 inches. Once the
error was discovered, the facility remeasured the wound and found
the size to be the same. This was cited as an isolated instance of
actual harm.
The CHAIRMAN. Is it fair to conclude that your analysis shows
that the G level deficiencies tend to be more serious kinds listed
on the excerpt from the table in your report rather that what appears to be less serious kind?
Dr. SCANLON. We were confident that in selecting the examples
for the report that these were more typical of the findings of the
G level deficiencies that were identified. Furthermore, in our report
on complaints, what we did was we printed all of the complaints
that apply to the facilities with three or more complaints that had
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not been investigated so that there was no selection on our part
and we allow the reader to judge whether or not those complaints
rise to the level in which you would have hoped that an investigation of that facility had been done.
The CHAIMAN. OK But does it also imply that the deficiencies
used to trigger more severe and immediate sanctions should be
more tightly focused than they would be were HCFA to continue
using the two consecutive G level deficiencies as is currently under
consideration?
Dr. SCANLoN. We think that that trigger should be very tightly
focused, but we are sort of leery of making this kind of simple comparison because we do not know if these ultimately end up as G
level violations. And it is also possible for a facility to have multiple G level violations on a single survey and that is not going to
be counted as a double G in the parlance of this trigger. That
would be counted as having a G violation in a survey. But if you
had several of them in different areas, there may be one or more
that would rise to the level that again we reasonably find to be severe enough that you would want the trigger to apply to that facility.
The CHAIRMAN. Yes. Your testimony, Mr. Grob, states that the
inadequate staffing in nursing homes may be a cause of the quality
of care problems that we reportedly see. What incentives in the
system could be causing nursing home administrators to understaff
and just why understaffP
Mr. GROB. It is really hard to tell. It was almost universal from
everyone we talked to and the data we looked at that there seemed
to be a problem with the staffing in the nursing homes. It was an
opinion rendered by the people that we interviewed, and if you look
at the ombudsmen complaints you see that some of the major complaints are due to that having inadequate staffing levels.
I gave some thought to what is involved here. There are different
things that one could consider. A person running a nursing home
would have adequate staff if their mind were really set on ensuring
the quality of care. That is something that motivates many, many
people in the business. An opposite incentive could be the desire to
have larger profits and reduce expenses. In the middle, though,
there are administrative steps. For example, right now, there are
no standards or ratios for what kind of staffing should be in a nursing home for what kind of patients. There is no consensus or agreement on this and it requires some study.
There are no penalties that are related to the staffing levels as
such, only to the ultimate outcome of not having the proper penalties. And finally there are questions that relate to the conditions
of work in the nursing homes. There is a very high turnover rate
among these staff. The work is hard. People need to be trained
often. It is a difficult thing to do. So there would be some concern
for those running nursing homes as well to do their best, to make
sure that conditions are as good as can be, and that they can help
their staff through those conditions.
The CHAERMAN. It seems to me starting with our hearings last
July, and what we have heard since, including some of the things
that each of you have found that it is in the very elementary type
care, the hands-on care, the nurse's aide type care that I think of-
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maybe that term is not quite right, nurse's aide, but at least not
the registered nurse and not the administrators and the other people-where we have problems because getting enough water into a
patient's body so they do not dehydrate, enough food, not that the
food might not be good, because it probably is good, but getting it
into the body, so to stop malnutrition. And just the simple things
of turning people adequately.
Dr. SCANLON. I think one of the very striking things about the
things that we found is that one does not need to have clinical
training to know that this is not appropriate care for these individuals. One wonders about the need for consultants when you are
talking about issues of keeping someone clean, keeping someone
dry, giving someone adequate nutrition and water. These are so
basic that that is what has been startling about the work that we
have been doing.
Mr. GROB. If I could comment as well, we drew our conclusion
about the staffing on three things. One is that the insiders told us
that this was a problem. Second, when people complained to their
ombudsman, that is what they complained about, and you heard
that in the earlier testimony. And the third thing is that the conditions are the kind of things that are related to the hands-on care
that you were talking about, and I think it is worthwhile noting
that if you are in a nursing home, the person that will be rendering
care to you, the person that you will be dealing with, is not the administrator, it is that person who is in your room giving you care.
That is why it is important.
The CHAIRMAN. Senator Breaux.
Senator BREAUX. Thank you, Mr. Chairman. I think that some
day we ought to have a hearing on things that are good that are
happening. A lot of times we complain about the evening news,
that the evening news is always about bad things, and there is
never any good news. It seems like most of our hearings always
focus in on the bad things that are happening in society. And I understand the necessity for that because we are trying to correct
those problems.
But it would seem sometimes encouraging to let the American
public also know that good things are happening. There are literally thousands of skilled nursing facilities that are out there that
every day 24 hours a day provide the attention, the love, and the
affection for the patients who are there that many times they do
not even get from family members, and that we do not have hearings on.
I am not being critical of the chairman. I think that you could
probably cite every committee in Congress, whatever jurisdiction
we have, it is always dealing with a problem area and something
that is not working. And would you agree? I mean there is another
side of this coin. I mean everyday, 24 hours a day, in some very
difficult situations, nursing homes many times provide the type of
quality care that is lacking even in our own homes dealing with
our own parents.
Mr. GROB. I could cite something very specific here. The very
first words that appear in our very first finding are that overall the
deficiencies are declining. It was some deficiencies, albeit the more
serious ones, that were on the increase, and it was on a smaller
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number of nursing homes that that was happening. But overall the
citation of deficiencies was declining.
We have also seen other work that indicates some progress being
made, for example, in eliminating the improper use of restraints;
and although it is not anywhere near perfect, there seems to be
some improvement of the review of drug use. And finally OBRA
1987 does exist and it does provide a pretty good framework for
what ought to happen. So at least there is a map to follow. So there
are some good things that have been happening, too.
Senator BREAux. Dr. Scanlon.
Dr. SCANLON. We concur. While we have been trying to focus on
how to improve the survey and certification system to deal with,
as Senator Grassley has indicated, the bad apples, we have been
trying to focus on that small subset of truly bad apples, the people
that have repeat serious deficiencies, and we looked at two surveys
and came up with a number of 9 percent. Mr. Grob used four and
came up with a number closer to 5 percent. We do not give enough
credit to the fact that 90 percent did not fall into our category and
95 percent did not fall into Mr. Grob's category.
We know, therefore, that someone has managed to find a way to
provide better care than the type of care that we are saying is unacceptable here today and, therefore, we need to be able to move
this 5 percent or this 9 percent in the direction of this better care.
There is no question about that and we should never lose sight of
that.
Senator BREAUX. Now you two probably know as much about the
deficiencies in this area as any two human beings in the United
States. Would either of you decline or refuse to recommend the use
of a skilled nursing facility for either a member of your family or
a parent or a close member of your family knowing what you
know?
Dr. SCANLON. Knowing that there are circumstances under which
the use of a nursing home is absolutely essential, the answer is no.
At the same time, and this is both personal experience of family
as well as from friends, a real effort to try and identify which
homes are known to provide better care is an essential portion of
using a nursing home.
The CHAIuN. Know what you buy.
Dr. SCANLON. Knowing what you are buying.
Senator BREAUX. Mr. Grob.
Mr. GROB. I would say the same thing and I would urge that the
last two witnesses gave good advice that people should listen to,
which is to go and see for yourself Visit, talk, ask people who are
there. I think that people need to know what is happening not in
nursing homes in general but what is happening in nursing homes
in particular, in the one that they want to go. And if there is anything that the government can do at any level, Federal, state, local,
whatever, to help the beneficiaries figure that out, then I think it
should be done for them.
Senator BREAUX. Let me ask one final substantive question. We
have talked about this before and we do not inspect hospitals like
this; do we? We do not use the inspecting system to inspect hospitals?
Dr. SCANLON. No.
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Mr. GROB. We basically do have survey and certification'system
for some hospitals, but we rely mostly on the accreditation of the
Joint Commission on Accreditation of Health Care Organizations.
Senator BREAuX. Could not that type of system and if not, why
not, be implemented for the skilled nursing facilities in the country
of which there are thousands? There are some who would argue
that the government certified private inspectors could provide more
inspectors and therefore a better quality of inspection if it was done
like we do it for the nation's hospitals. Do you have any comment
on that?
Dr. SCANLON. I believe that the situation is really very different
because of the nature of hospital care versus the nature of nursing
home care. In the hospital in addition to having the Joint Commission or other accreditation bodies looking at the hospital, there is
tremendous involvement on the part of the physicians who are on
staff in that hospital. They really perform an incredible quality assurance role in that they know they are practicing in that institution and that their own liability is a function of how well that institution performs. And so therefore they are always keeping the facility honest as well.
The same thing is not true in nursing homes. We have much too
little physician involvement in the care of nursing home patients
and therefore we feel that there is a stronger need to have a body
that will be an effective overseer. Now the issue that has come up
in the past in thinking about whether that overseer should be some
private body or a public body is that we have not reached the point
where we can stop worrying about the issue of enforcement. And
the private bodies, the Joint Commissions, et cetera, do not have
any sanction authority available to them other than withholding
their accreditation.
Senator BREAUX. Well, that is a pretty big sanction.
Dr. SCANLON. WellSenator BREAUX. If you are not accredited, you are not going to
participate in Medicare. I mean what kind of hammer is that?
Dr. SCANLON. But that is a hammer of last resort. And that is
one of the things we are finding trouble with using them today.
When we talk about cutting off admissions or terminating a facility
from the program, we often find that that is going to have an unacceptable price for the residents of the facility and therefore we stop
short. We would have that same dilemma if we were to have a private body doing this as well.
Senator BREAUX. You mentioned the fact that the hospitals have
doctors. Do not doctors make routine calls on nursing home patients that are under their care?
Dr. SCANLON. Not with the frequency that is probably needed in
order to have a really strong quality assurance presence.
Senator BREAUX. Mr. Grob, what about the concept of doing it
like we do for hospitals?
Mr. GROB. To be honest with you, I am a little reluctant to embrace that as a substitute at this point. I do believe that the circumstance in a hospital is much more open. I think there are more
people coming and going. There is a lot more going on there. A lot
of people who are involved in all kinds of aspects of the quality of
care. It is not just the facility, but it is the kind of medical care
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that you receive there. There is just a lot more that is going on
there.
There is another thing, too, that I think is important, which is
that the care in the hospitals and the care that physicians render
have evolved over very, very many years, and there is a very long
tradition that goes back into the approval of the care in those facilities. In the nursing home situation, we found some very serious
problems that preceded the enactment of the OBRA 1987 reforms.
They were quite serious and the reforms, I think, tried to identify
what those are and provide a structure that could deal with them.
I would think that the conditions that were in the nursing homes
prior to OBRA 1987 did not in any way correspond in terms of
quality to the conditions that were in the hospitals at that time.
So I really think that there is a way to come yet before you could
use exclusively an accreditation system instead of a survey and certification system. Perhaps in the future some combination of the
two might be very helpful.
Senator BREAUX. All right. Final question is, suppose somebody
just says, look, I mean we are hearing all these complaints from
the inspections the way they are being done now. And this is a program that has billions of dollars of Federal tax dollars paying for
the care of patients and nursing homes. In my own State of Louisiana, it is probably 70 percent federally funded, 30 percent state
match. So let us just tell the States you are not going to have to
do it anymore or at least that you will have 70 percent Federal inspections and 30 percent state inspectors or the inspectors would
relate to the match between the Federal contribution and the state
contribution. So there would be a Federal involvement here directly.
If a State is a 50/50 Medicare/Medicaid, half the inspectors would
be paid for by the State, half by the Federal Government. In my
State, it would be 70 percent Federal inspectors paid by the Federal Government and 30 percent by the State, to try and get more
help financially to get this done. I mean does that make any sense
at all or is that off the wall?
Dr. SCANLON. Well, there already is a considerable Federal financing of this. In fact, for complaint investigations, 70 percent of
the money is coming from the Federal Government. That, in fact,
is one of our concerns. In financing the majority of this licensing
and certification activity, the Federal requirements or standards
for this activity have been very, very minimal. I do not think we
necessarily want to substitute Federal employees for state employees, but we would certainly like to provide some minimum guidance to assure that these are adequate surveys and then allow
states to go beyond that at their choice.
Senator BREAUX. Do we need any more laws? Do we need to clarify the current set of rules and regulations? I mean should Congress, should Senator Grassley introduce a bill tomorrow to help fix
this problem or is it bigger than that?
Dr. SCANLON. At this stage, we have not identified the need for
any legislation to try and correct this. What we have identified is
a number of steps in the process of implementation of OBRA 1987
that HCFA has embraced. We are looking at other portions of this
process. We anticipate that we may find other aspects that could
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be modified that will improve the process as well. At this point,
though, none of those have been legislative fixes.
Senator BREAux. Well, I thank both of you for your help and assistance, your involvement. I mean this is a very important issue.
I mean the fact that Senator Grassley is having these hearings and
we have done it before last year and will continue to try and monitor what is happening out there, and your help and assistance is
invaluable, and we appreciate it very much. Mr. Grob, how did you
manage to get up here? I mean you are Department of Health and
Human Services.
Mr. GROB. Oh, I am with the Inspector General's office, sir.
Senator BREAUX. Snuck in on a side door?
Mr. GROB. Well, we speak our minds whenever we need to.
Senator BREAux. Could not stop you?
Mr. GROB. Yes.
Senator BREAux. Congratulations.
Mr. GROB. Thank you. [Laughter.]
The CHAIRMAN. Maybe just following up a little bit where Senator Breaux left off. First of all, in regard to Federal enforcement
and Federal regulations and Federal law versus any other approach including an accrediting commission, I think it is important
to remember that it has just been 3 years since the Federal enforcement regulation has been written and that was 8 years after
the law was passed. So I do not know whether we have enough
time to determine whether or not the present process is the right
process. I think we better enforce existing laws and get that carried
out before we draw a conclusion that something else is better.
And as I recall, the president's 900 page HCFA page was kind
of a self-indictment of its own enforcement efforts. The president
raised a lot of questions about the joint commission's recommendations as to both their methodology and their approach, whether or
not that would be the right-am I right on that in their recommendations? Did they not raise questions about the joint commission's recommendations?
Mr. GROB. The report that HCFA submitted in response to the
congressional request that there be a study on that drew the conclusion that the survey and certification approach, at least for now,
is certainly by far the best one today.
The CHAIRMAN. Yes. Now when it comes to good news versus the
bad news, I would say that if this represents the good news and
this represents the bad news-maybe I better hold it this waySenator BREAux. Is that an Iowa apple?
The CHAIRMAN. Well, I do not know what State they came from,
but the point that I want to make is if these are on a scale
Senator BREAUX. Maybe Denmark.
The CHAIuMAN [continuing]. I think without a doubt the good apples outweigh the bad apples numerically.
Mr. GROB. Yes.
The CHAIRMAN. But if you look at good news, good news versus
bad news, you have the bad news, the minority, outweighing the
good news tremendously because there are some very serious problems out there. And I think that our first two witnesses made that
very clear. And your work of a year and a half has made that very
clear, and your work, Mr. Grob, substantiates that as well. And so
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I think what we are trying to do is not just rely upon just government regulation and government enforcement at the Federal level
to make sure that all of these problems corrected.
To some extent, as was indicated by the industry at their July
participation in our hearing, they admitted that there are tremendous problems, and they were not going to disagree with what had
been found in California and that it had to be corrected. And I got
a clear message from the industry that they were going to be part
of helping us take care of the bad apples. And I look forward to
that much more than I look forward to government regulation
doing it and to the benefit of everybody.
Mr. Grob, if I could follow up on something at last July's hearing,
we had witnesses testify about the weaknesses that characterize
the OSCAR data base, particularly in regard to information it captures.
Mr. GROB. Yes.
The CHAIRMAN. Your report states that quote "while generally
satisfied with OSCAR data, more than half of state directors and
surveyors believe that it, meaning OSCAR, is not a true indicator
of nursing home quality of care since it only portrays the situations
of the nursing home at the time surveyors are physically conducting the survey." Do you agree with that assessment? Is OSCAR
data giving us an accurate picture of nursing home quality? And
would you comment on this-I would like to have Dr. Scanlon also
comment on this.
Mr. GROB. Yes, there are shortcomings in the data. I do not think
it describes it precisely. I think it describes it generally and I think
we have to accept the fact that it is not completely accurate. Now
with that in mind, what we tried to do was to see what it would
look like no matter how we looked at it, because all data systems
are flawed and these certainly are.
So what we tried to do is to compensate for that by approaching
it from several different angles. So we looked at the survey and
cert data, we looked at the ombudsman data. We interviewed people who actually go inside the nursing homes-the ombudsmen, the
survey and certification staff-and we asked them what they
thought. We looked at the complaints that we were receiving. We
looked at the people that we were excluding. All of these analyses
told more or less the same story despite the reservations.
I think what they were saying is, do not rely on this data set
alone. So we did not. We did not rely on one data set alone. And
I think the General Accounting Office brought lots of examples,
and as Dr. Scanlon said let them speak for themselves. These were
the complaints. They are described here. People can see for themselves what we are talking about here. So I do believe that there
are significant imprecisions in the data, but overall I believe the
story is correct.
The CHAIRMAN. Yes. In your report you identified 463 homes that
have been cited with the same deficiencies over the last four surveys. You identified these homes using OSCAR data. How does
that impact on your report? And I wanted to ask you that before
Dr. Scanlon responded.
Mr. GROB. Right. Again, I would say that as long as we all understand that you cannot accept something just on one data source,
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then I think we can say that these repeat deficiencies that we are
seeing here are an indication of a serious problem. Is it possible
that the percentage of repeat deficiencies, four surveys in a row,
with the same serious deficiency 4 years in a row, could be a higher
or a lower percentage than we found if the data were absolutely
precise? Yes. That is possible.
But certainly we see here a not insubstantial number of nursing
homes that 4 years in a row are having the same serious problem.
So I think it still indicates a serious problem.
The CHAIRMAN. Dr. Scanlon.
Dr. SCANLON. We agree that the information in OSCAR from the
complaint process are not going to give us a precise measure of the
quality of care in nursing homes. But they do give us a strong indicator that we have enough of a problem with quality of care in
some nursing homes that we need to look to see whether the system is in place that is going to try to correct and prevent these
problems.
This is how we have approached the use of the OSCAR data, how
we have approached the information that we have gotten out of the
complaint systems, recognizing if anything the potential biases are
in direction of understatement rather than overstatement. As we
told you last July, surveyors have a difficult time even on that day
that they are in the facility and the day the OSCAR data are generated in detecting all the care problems that may exist in a facility. So given that, I think we need to take the OSCAR data and
use it cautiously. But we have seen from the OSCAR data as well
as other sources that there is a sufficient enough problem that we
need to act.
The CHAIRMAN. All right. Dr. Scanlon, several sections of your report are dedicated to illustrating the various state policies and
guidelines regarding allowable timeframes for investigating complaints of a serious nature. The implication is that this wide variance among States is a result largely of HCFA's minimal guidance
and oversight of state complaint practices. Will HCFA's new policy
that was announced last week at the news conference by the administrator improve the promptness of the response to serious complaints?
Dr. SCANLON. We think it will. The policy in the past of only having the one criterion which was that if a complaint involved immediate jeopardy to residents that it be investigated within 2 days
and no standard for any other complaint was obviously inadequate.
The new requirement that there be at least one more category for
any claim or complaint that involves actual harm to be investigated
within 10 days is an improvement over that prior system.
The key here, though, is going to be two things. One is that
States are effective in terms of their classification of complaints so
that all potential actual harm complaints are categorized as such,
and then that the target for the investigation is 10 days. Second,
it is going to be key that these investigations do get carried out
within 10 days. We have seen in both instances a failure to adequately classify complaints and then a failure to meet the deadlines
that are imposed even by the State themselves.
The CHAIRMAN. I have got so many more questions and the time
is running a little bit late. I wonder-I am going to submit some
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questions to each of you for answering in writing. I want to thank
you for participating in today's hearing and I would ask you to respond if you can in a couple of a weeks.
I also was wondering is there somebody here from HCFA? Nobody is here from HCFA? If you are, I would like to have them
come up here and answer some questions for me. [Laughter.]
OK Well, since nobody is here from HCFA, I would like to summarize that it is quite obvious to everybody that we have heard
some disturbing testimony this afternoon. And I want to thank
each of our witnesses, especially the first panel, as it was very difficult for them to come and testify, to revisit situations that bring
about very painful memories. We owe a debt of gratitude to each
of them for their moving and impassioned testimony. We learned
a great deal today.
First, complaints must be responded to quickly and effectively.
Family members who file complaints deserve a timely response
from the State. Furthermore, these complaints deserve a very thorough investigation. Second, enforcement must be applied consistently so that similar problems are identified and corrected in the
same way and only HCFA can put rules in place to ensure this.
And the reason for this is clear: residents deserve the same quality
of care wherever they may stay. Poor performing nursing homes
should not appear to be high quality facilities because enforcement
is irregular and I think that that happens fairly regularly. Similarly, high performing homes should not be suspect because the enforcement system is inconsistent.
And third, punishment for violations must be applied swiftly and
evenly so that violators are punished and standards are maintained. Again, one standard should be fairly applied across the
board. Punishment where justified should sting and be swiftly applied so that it is an effective deterrent. In addition, the backlog
of more than 700 cases before the appeal board is really an absurd
situation. The guilty obviously evade punishment. Wrongly accused
parties will have a cloud over their head and families will not have
a timely and accurate picture of the quality of nursing home care.
Finally, the public must have ready access to timely and consistent information on nursing homes so that they can make informed
decisions about which home to trust when they advocate for a family member. When one has to make a decision whether or not to
put a loved one in a nursing home, I think in most cases that is
a pretty traumatic one, traumatic not just for the patient but traumatic for the family members to do that as well. With all of the
Federal and state dollars that are flowing through Survey and Certification, determining whether a facility has provided good care or
has a record of poor service ought to not be a guessing game.
And many good nursing homes do, in fact, exist. We have made
that very clear today. In fact, I visited many of these in my State
of Iowa. I make a point of visiting many nursing homes every year.
Families should be able to see who they are based upon current
and consistent information when they have a bad nursing home so
that they can then select good nursing homes.
Before I adjourn this hearing, I want to thank the GAO for all
the time and energy that has gone into this nursing home work for
the past 8 months as well as all the time that you and your staff,
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Dr. Scanlon, have devoted to this all throughout 1998. I know how
much work was dedicated to the report of the General Accounting
Office, particularly the one that you made to the committee last
July, and the fact that the General Accounting Office has delivered
now two new reports within a week, I think, is extraordinary.
The General Accounting Office has done much to help me and
other policymakers in Congress understand the complexities and
weaknesses of a system that was designed to oversee and ensure
that high quality care can be delivered to our nation's nursing
home residents. So I thank Dr. Scanlon and your team that I understand included Kathy Allen, John Dicken, MaryAnn Curran,
Chic Walter, Gloria Eldridge, Peter Schmidt, Jack Brennan, and I
hope I did not miss anybody. If I did, we will add them to the
record.
Dr. SCANLON. OK
The CHAIRMAN. I also thank Mr. Grob and your team at HHS Inspector General's Office that I understand included Renee Dunn,
Demetra Arapakos, Vincent Greiber, Ellen Vinkey, Lucillo Cop,
Danielle Fletcher, Daniel Ginsberg, Steve Shaw, Patricia Banta,
Leah Bostick, Nancy Juhn, Nancy Watts, Felicia White, and Suan
Burbach for their dedicated efforts, and I find most of the work
most inspectors general in many departments being what it ought
to be. Once in awhile I find one where I think they are too responsive to the bureaucracy that they are a part of and compromise its
intent. But I think you have shown today that in your instance,
your office has not done this, and because there is very valuable
information from the six reports that you released today, that is
going to be very helpful to us as a committee as we continue our
oversight of HCFA and what they are doing.
I would also want to reiterate that the GAO's recommendations
are very solid, they are tough, and they make sense, and despite
HCFA's absence here today, I urge the agency to respond appropriately and to heed the General Accounting Office's very good advice, and I request that HCFA add these recommendations to those
already included in the monthly reports that are submitted to the
committee and that will be read by me and my staff and critiqued
and questions followed up, and again I would thank HCFA for their
cooperation in that regard.
I thank everybody very much and the hearing is adjourned.
[Whereupon, at 3:32 p.m., the committee was adjourned.-

APPENDIX
RESPONSE TO COMMITTEE QUESTIONS ON COMPLAINTS AND
ENFORCEMENT REPORTS FROM GAO
Question. The GAO report includes an in-depth look at the system's weaknesses
that stem from weak Federal guidance and oversight. In particular, the report tells
us that HCFA does not provide guidance to States on ways to manage complaint
workloads efficiently, how to categorize complaints, or when to expand a review beyond the residents involved with the original complaint. Furthermore, the lack of
an effective data collection system gives HCFA little to rely on for oversight purposes. To what extent does HCFA's recent guidance to States regarding complaints
address the inadequacies you pointed out?
(A) Will HCFA's new policy announced last week improve the promptness of response to serious complaints?
(B) Will HCFA's new guidance address the understating or downgrading of complaints upon receipt by the State? If not, what can be done to help ensure that complaints are appropriately evaluated so that follow-up activities are appropriately
conducted?
Answer. HCFA announced three specific actions that directly respond to GAO's
recommendations related to complaint investigations: (1) states must investigate
complaints alleging actual harm to a resident within 10 workdays, (2) states must
record confirmed violations in HCFA's database that tracks nursing home compliance, and (3) HCFA will develop additional minimum Federal standards for states
complaint investigations and identify ways to better oversee states' performance.
These initiatives, while responsive, may not resolve other problems GAO found.
Some States' practices may discourage the filing of complaints or result in understating their importance which in turns delays their investigation. Unless these
state practices are reformed, HCFA's initiative will have little effect. While HCFA's
response should help improve prompt response to serious complaints, ensuring that
states meet these timeframes a so requires clear criteria on how to categorize allegations that may pose immediate jeopardy or actual harm to residents, and stronger
Federal oversight to ensure that states are meeting these requirements.
Question. Once HCFA's new policies regarding the complaint process have been
implemented, how will we know if improvements are achieved? In other words, what
should Congress look to as a means of monitoring improvements in this area?
Answer. Improved Federal oversight is critical to assess states' progress in improving their complaint investigation practices. HCFA's recently announced initiative includes a complaint improvement project intended to strengthen Federal monitoring of state complaint processes. As yet, the details of this program remain unclear. However, examples of specific performance measures should include (1) additional priority levels for states that do not have them, (2) appropriate assignment
of priority levels to complaints, (3) timely investigation within established priority
levels, and (4) timely reporting of validated complaints into HCFA's database. As
part of HCFA's oversight of state performance and to assess whether changes in
state practices have resulted from the new complaint policies, HCFA could either
require States to report this data to HCFA or review data currently maintained in
state data systems.
Question. The GAO report regarding the complaint investigation process, particularly the table on page 6 of this report, seems to indicate that requiring or encouraging that complaints be submitted in writing leads to substantial under-filing of complaints. The table indicates that the State of Washington, which accepts non-written
complaints, has about four times the number of complaints received by one of the
other States that you studied, and even more when compared to the third State.
Is that presumption correct? Do systems that require written complaints lead to a
substantial under-filing of complaints? Furthermore, does that mean that the extent
of quality problems in nursing facilities is underestimated?
(141)
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Answer. Although States may not require complaints to be written, our experience
in two of the three States visited shows that written complaints were strongly encouraged. These States prefer written complaints because they provide additional
documentation and details that may assist investigating the allegations. However,
a State's failure to establish a user-friendly complaint process, such as readily accepting telephone complaints, may discourage some legitimate complaints. Washington's policy of accepting phone complaints without encouraging a written follow-up
contributed to a substantially greater number complaints received (336 per 1,000
nursing home beds) relative to Maryland and Michigan (21 and 45 per 1,000 nursing home beds, respectively). The volume of complaints may also be affected by how
proactively states publicize their complaint process and the public's perception of
how promptly and effectively the state will respond to their concerns. To the extent
that potential complaints are not filed and investigated, some quality problems in
nursing homes may not be promptly identified.
Question. A recurring Issue in the complaint report, as well as the enforcement
report, is the significance of HCFA's weak data systems. Ideally, an up-to-date system would allow surveyors to quickly assess a facility's performance track record,
and be equally important for HCFA central and regional staff for oversight purposes. Please elaborate on the problems you identified in the data reporting systems, particularly the disconnect between what States are investigating and reporting as state deficiencies, which perhaps should be recorded in the Federal database,
but are not reaching HCFA's system.
Answer. In our 1998 and 1999 reports to the Committee on nursing home quality,
we found several important weaknesses in HCFA's data systems. These include:
* The information in HCFA's Online Survey, Certification, and Reporting
(OSCAR) system was incomplete and inaccurate because States and HCFA have
not consistently entered data into OSCAR. During our work in California last
year, we found instances of missing information in 282 of the 1,370 homes in
our analysis.
* HCFA does not require States to cite violations of Federal standards if the
deficiencies were found during complaint surveys.
* HCFA's OSCAR system does not include all information about Federal and
state enforcement actions. HCFA regions and States that we visited maintain
and use their own systems to monitor enforcement actions.
* There is a lack of data about homes with common ownership that are having
severe compliance problems.
The form HCFA uses for States to report the results of complaint investigations
was created for a single complaint but some States use it to report multiple complaints, resulting in inaccurate and incomplete information.
There is a time lag of as much as 6 months in States reporting complaint investigation information into Federal data systems.
Question. What do we know about the level of understanding on the part of families and advocates about the process of filing a formal complaint?
Answer. The three States we visited used a variety of techniques to inform the
public of the complaint process, including brochures, posters, and the publication of
a toll-free phone number. However, we did not examine their effectiveness in informing consumers of the process for filing a formal complaint.
Question. Did you find other practices that might help consumers when filing complaints, such as hotlines or 1-800 numbers? If so, how effectively did they seem to
work?
Answer. Maryland, Michigan, and Washington each have a toll-free "800" phone
number that they make available for the concerned public and nursing homes to use
in reporting complaints. For example, nursing homes in Maryland are required to
display a sign with the 800 number and Michigan distributes a flier telling consumers how to submit complaints, including the 800 number.
Our calls to these 800 numbers indicated that some are less consumer-friendly
than others are. The message on the Maryland 800 number indicated that it is for
complaints regarding home health with no mention of nursing homes. Also, neither
Maryland nor Michigan's 800 phone number is accessible by out-of-state family or
friends who may have concerns about a resident's care. In addition, the direct (non800) phone number that Maryland publicizes was not answered, and did not provide
a message, when we called it several times during non-business hours. Finally, as
noted in our report, Maryland and Michigan strongly encourage callers to follow-up
their calls regarding serious complaints with a letter documenting their problems,
which may discourage some complainants.
In contrast, Washington's 800 number is accessible both in and out of state, clearly states that it is for complaints regarding nursing homes and other settings, pro-
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vides clear automated menu options, and promises to call the complainant back during business hours to confirm receipt of the complaint.
Question. What are the resource implications at both the state and Federal level
regarding the recommendations of this report? In particular, what resource implications are there for a state interested in implementing an effective telephone complaints system? Are there steps that can be taken to make the system better without requiring substantial new resources?
Answer. We did not assess the resource requirements for an effective state complaint process. Nonetheless, our work indicates that states that commit more resources to their complaint process have a more effective system for responding to
complaints. In many respects, Washington may be considered a good example for
effective complaint investigation practices. Compared to other States we reviewed,
Washington received a much higher volume of complaints, conducted more complaint investigations per home, prioritized most complaints within its two highest
categories, and was more timely in conducting investigations. But to achieve this
system, Washington spent nearly 2% times the national average on complaint investigations per certified bed in fiscal year 1998. In contrast, Maryland spent less
than one-fourth the national average and Michigan spent about 70 percent of the
national average in fiscal year 1998. In their comments on a draft of our report,
both states highlighted resource constraints as contributing to their problems with
complaint investigations.
Some improvements could be realized without substantial additional funding such
as improving messages for toll-free phone numbers and clarifying states' proper use
of the form used to record information about completed complaint investigations. On
the other hand, States that seek to investigate more complaints in a more timely
manner-including complying with HCFA's new 10-day requirement for investigating complaints alleging actual harm to residents-win likely require additional resources.
Congress and HCFA have recognized the need for additional funding to improve
oversight of nursing home quality in support of HCFA's 1998 initiatives. In fiscal
year 1999, Congress appropriated an additional $4 million, and HCFA reallocate another $4 million from other sources, for nursing home survey and certification The
Administration has requested a $33 million increase in survey and certification
funding for fiscal year 2000.
Question. HCFA has been extremely active implementing the GAO and HCFA initiatives since last July. How would you characterize the agency's efforts-are they
pertinent, constructive, well aimed? Are they making improvements to the system,
which will ensure that it works better and reduces the incidence of problems?
Answer. HCFA's July 1998 initiatives to improve nursing home quality of care are
generally well directed and constructive. Some initiatives, such as reducing the pre
dictability of recertification surveys and requiring onsite revisits for homes with recurring serious deficiencies, have already been implemented or are expected to be
implemented shortly. Others, such as reducing the backlog of administrative appeals and redesigning its management information systems, will take HCFA more
time to accomplish. We are currently reviewing the progress HCFA is making in implementing
of these the initiatives. We expect this review to be completed in
May, and we will report our findings to the Committee at that time.
Question. Some nursing home industry representatives complain that the current
enforcement system can't improve the quality of care. Has the enforcement system
been used in the way it was designed to be used? In other words, has it really been
tried and tested?
In our view, nursing home enforcement system has not yet been fully implemented as intended. The enforcement system's design includes sanctions to encourage homes to correct deficiencies and to maintain compliance to avoid penalties.
Until recently, implementation policies and practices have made it too easy for nursing homes to evade penalties if they came into compliance within a few months of
a survey, especially those homes with a history of serious and repeat deficiencies.
As a result, homes have had little incentive to avoid future deficiencies.
Question. Do you have any evidence which indicates that the quality of care is
better when enforcement is more rigorously practiced?
Answer. Data were not available to make such a comparison. First, HCFA has no
reliable data system that tracks imposition and disposition of its enforcement cases.
Second, because sanctions actually take effect infrequently we were not able to isolate a pattern of rigorous enforcement in our sample cases to separately study. Nevertheless, we believe that providing an incentive for homes to achieve and maintain
compliance with quality of care standards to be an appropriate and likely effective
goal of HCFA's enforcement system.
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Question. The current enforcement system has been criticized as not distinguishing between minor infractions and major problems. The implication of this criticism
is that nursing facilities can incur serious penalties for what are minor infractions.
Please comment on this criticism.
Answer. HCFA's system for categorizing its deficiencies is designed to make important distinctions between minor infractions and major problems. The distinction
is made on the scope of the deficiency (number of residents affected) and the severity of the deficiency (the level of harm actually or potentially affecting residents).
In addition, HCFA's scheme for sanctioning deficient nursing homes is geared specifically to the scope and severity of identified deficiencies. HCFA considers deficiencies that have potential for causing only minimal harm to residents to be minor
infractions and as such the home to be in substantial compliance. Homes in substantial compliance are not subject to sanctions.
Question. Your report identifies critical areas in HCFA's enforcement that continues to be unresolved. Sanctions can, and should, deter home from violating standards of care. If, as you state, sanctions generally appear to have little success in
ensuring that nursing homes maintain compliance with standards, where is the
breakdown?
Answer. We found that intermediate sanctions did provide encouragement for
homes to correct deficiencies, but that such sanctions did not appear to deter homes
from future violations. We believe that this is because nursing homes could often
avoid most of the more serious sanctions, such as denial of payments for new admissions, by returning to compliance before the sanction became effective. Similarly, actual payment of an assessed civil monetary penalty could be avoided, diminishedor at least postponed-by appealing it, and thus tying the case up in the long appeals
backlog. Thus, homes have little incentive to correct systemic problems that may be
the root cause of its repeat non-compliance.
Question. Sanctions without teeth, without imposition, are meaningless. What's
blocking sanctions from taking effect?
Answer. We found that HCFA's policy of giving almost all homes-even those which
were found to have repeatedly harmed residents-a grace period to correct deficiencies before imposition of a sanction, was the major problem with preventing
sanctions from taking effect. HCFA has taken a major step to correct this problem
by eliminating the grace period for homes found to have repeatedly harmed residents since the previous recertification survey. Another significant problem is the
long backlog of appeals of civil monetary penalties. HCFA has addressed this problem by requesting additional funds for clearing up the backlog for the fiscal year
2000 budget. But even if Congress approves these funds, it will take some time for
the additional resources to be put in place and have some effect on reducing the
backlog.
Question. The report states that most sanctions achieved corrective action but not
continued compliance. How can corrective action be taken by a nursing home yet
compliance NOT achieved in the future? How can this be considered "corrective action" if it is ineffective in preventing a recurrence of the problem?
Answer. We used the term "corrective action" as defined by HCFA. That is, the
problem has been addressed for the moment. However, we share your skepticism
that this should be our objective, and thus have shifted the discussion to "maintain
compliance-where problems are eliminated and state eliminated. Unfortunately, the
corrective actions taken by nursing homes are often temporary. Unless the most severe deficiencies exist, a home has up to 6 months to correct deficiencies before
being terminated from the program. Corrective action within this period is almost
always accomplished. However, we found that 40 percent of those homes found to
have harmed residents in one survey also harmed residents in a subsequent survey.
Question. The GAO report suggests that civil monetary penalties should be used
more often and more effectively. However, one drawback is that they are not paid
while under appeal. Many facilities appeal at every level and these appeals can take
years to adjudicate. Your report noted that there is currently a backlog of some 700
cases in the Department of Health and Human Services. How can CMPs be made
more effective given that nursing homes can overwhelm the appeals process with
their appeals?
Answer. Our recommendation recognizes the need to reduce the backlog of civil
monetary penalties and increase the capacity to resolve appeals more quickly so
that they can be useful in deterring future non-compliance. HHS has requested additional funds in its fiscal year 2000 budget request that would more than double
the number of staff working to resolve these appeals. Subsequent analysis could indicate whether this increase is sufficient to resolve appeals in a timely manner.
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Question. How realistic is the threat of termination-and how wise is its imposition-since terminating a facility requires that its residents be moved and such movement may result in transfer trauma?
Answer. We believe that termination should be reserved as a last resort, when
other sanctions have failed to bring a home into compliance. Terminations may be
rare if the other sanctions are used to their fullest extent. However, a strong termination sanction must also be available for use in such extreme cases to assure that
residents are appropriately protected. In addition, it should be noted that termination does not have to result in relocation of residents and closure of the facility.
Currently, the facility is often rapidly readmitted to Medicaid and Medicare and because of the provision permitting 30 days payment after termination may only lose
a few days reimbursement. While residents do not have to move if the facility is
readmitted with the same ownership and no action taken to address the deficiencies
taken on a long-term basis, this is very troubling. Readmission should occur only
when the management, operational, and ownership changes necessary to assure
adequate care have occurred.
Question. The GAO report concludes that the denial of payment for new admissions is not an effective enforcement tool because a facility can come back into compliance before the penalty takes effect. Is there a way to fix this flaw?
Answer. Denial of payment for new admissions appears to encourage nursing
homes to return to compliance. We have noted, however, that it does not appear to
deter future non-compliance because the nursing home can easily avoid it by returning to compliance after it receives the notice of future imposition, generally 3
months after the deficiency has been identified. As long as notice is required in advance of the sanction taking effect, its value as a deterrent to future non-compliance
would be limited. Imposing this sanction earlier in the enforcement period, particularly for homes with serious and repeat deficiencies, could be one means of achieving the desired result.
Question. Finally, don't we have an enforcement dilemma? What would work?
Answer. While enforcing nursing home quality standards presents challenges, we
do not consider them to be insurmountable. Rather, there is strong potential for
some of the OBRA sanctions, such as civil monetary penalties, to act as a deterrent
to future noncompliance. We believe that HCFA's implementation of our recommendations could significantly increase the effectiveness of the enforcement system, especially for homes with serious and repeat deficiencies.
Question. One of the complaints made by the nursing home industry is that state
inspectors have an adversarial relationship with them. They argue that state inspectors should provide more guidance on how to fix problems. In your report, you
mention a project underway in the State of Michigan, which involves using a consultant on contract with the state to help deficient facilities achieve sustained compliance. Sanctions still may be imposed if a facility is unable, even with the technical assistance of a consultant, to come into compliance. Please elaborate on this
project. Would this method provide the technical assistance nursing homes want,
without compromising the relationship between inspectors and facilities? Should
this method be more widely used?
Answer. In implementing the current enforcement system, HCFA recognized the
Institute of Medicine's concerns about the potential conflict between the consulting
and the regulatory roles of state surveyors. As such, under current procedures
HCFA considers the homes to be responsible for establishing internal quality control
systems and practices that ensure continuous compliance with Medicare/Medicaid
standards. State surveyors in practice provide an independent review of whether the
facility is meeting the standards. If state surveyors did not significantly limit their
role as a consultant, this independence could be jeopardized. However, the state survey agency is not precluded from establishing other mechanisms to provide facilities
with needed technical assistance.
As such, in 1998, Michigan established a system that uses an independent nonprofit organization to provide technical assistance to homes with recurring and/or
serious compliance problems. In essence, homes are required to pay for this service
and their performance may be monitored for an extended period. While the program
may provide some promise, it is still too early to tell the extent to which it will help
homes to maintain compliance with the standards over the long term. The results,
of future surveys will be needed to assess the program's success.
Question. HCFA's plan to use a G-level deficiency on two consecutive surveys as
the criteria to trigger stiffer sanctions on a nursing facility is currently causing
some concern in the nursing home community. Many nursing home administrators
have complained that G-level deficiencies are often not particularly serious and that
it is very easy to incur them. It has even been alleged in a recent press release by
the American Health Care Association that they include things like canceling a
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painting class. Administrators argue that this policy runs the risk of lumping good
facilities-that have only isolated problems-in with the real problem facilities.
(A) Is it fair to conclude that the GAO's analysis shows that the G-level deficiencies tend to be of the more serious kind (as identified in the table in the GAO
com laints report on pages 13-14) rather than what appears to be the less serious
(B) Does it also imply that the deficiencies used to trigger more severe and immediate sanctions should be more tightly focused?
Answer. We acknowledge that a wide variety of deficiencies can be included as
a level G deficiency. Most of the actual harm deficiencies we reviewed include serious care problems such as inadequate prevention of pressure sores, failure to prevent accidents, failure to assess residents needs and provide appropriate care, and
failure to maintain acceptable nutrition status. (See our enforcement report, GAO/
HEHS-99-46, table 4, pp. 11-12.) HCFA data show that about two-thirds of G-level
deficiencies include these types of quality of care issues. Only about 7 percent of Glevel deficiencies are for quality-of-life concerns, typically including issues such as
resident's privacy and dignity, grooming, verbal abuse, or exposing the resident in
public.
Our complaint report includes summaries of all 22 actual harm deficiencies that
resulted from nearly 300 complaints filed in Maryland, Michigan, and Washington
in early 1998. (See complaints report, GAO/HEHS-99-80, table 6, pp. 13-14.) Seventeen of these 22 (77 percent) were G level (isolated actual harm). These 17 deficiencies range from verbal abuse to inadequate care for pressure sores and a fatality
due to faulty bed side-rails. They also include physical abuse by other residents or
staff, an unattended resident who left the home and died of hypothermia, inadequate prevention of accidents such as falls, improper positioning or transfers, and
the improper drawing of blood or insertion of an IV. As a result of many of these
deficiencies, residents suffered from bruises, cuts, fractured or dislocated bones, poor
nutrition or hydration, pressure sores, or (in 2 cases) death. Further, while state investigators categorized these deficiencies as being isolated, in some cases they affected several residents.
Our reviews of many specific cases with deficiencies did not find any examples
of trivial G-level deficiencies in isolation that have been highlighted by the nursing
home trade associations (such as cancelled painting classes). As I noted during my
testimony, deficiencies proposed by surveyors undergo a thorough review at the
state level before being assigned a final severity category. As a result, deficiencies
initially proposed at the G level, which may sometimes be considered "trivial," are
likely often reduced in severity before being included in HCFA's data.
However, we recognize that there is ongoing dialogue between the industry and
HCFA regarding the proposed expansion of the definition of "poor performing" nursing homes to include those with two consecutive G level deficiencies. To ensure that
this category truly reflects homes that repeatedly have serious deficiencies, HCFA
should give careful consideration to the types of problems identified at the G-level.
It is also important to recognize that state investigators vary widely as to how frequently they cite homes at different deficiency levels, and it would be unfortunate
to discourage states from appropriately citing homes for deficiencies that are harming one or several residents. We intend to continue examining the extent to which
C-level deficiencies reflect serious care problems and the impact of the proposed expansion of the poor-performing category.
HCFA'S RESPONSES TO QUESTIONS
HCFA'S RESPONSIBILITIES

Question. At the Special Committee on Aging hearing in July, the following ques-tion, which can be found at page 276 of the Committee report, was posed to HCFA.
" . . [Does HCFA dispute the fact that it is the agency that has primary responsibility for ensuring that care is acceptable in those nursing homes for which $30
billion of the taxpayers' money was spent last year and not the States? Mr. Hash,
the HCFA representative, responded in the following manner: "I want to answer
that in the strongest possible way I can. Our whole initiative isypredicated, I believe,
on the premise that enforcement is our (HCFA's) responsibility.
In light of that testimony, please clarify the inconsistency evident between
HCFA's July testimony and the statements in HCFA's March 22, 1999 testimony
and letter sent to the Committee on March 30, 1999. Specifically, please elaborate
on the following "We (meaning HCFA) are committed to working with states, which
have the primary responsibility for conducting inspections and protecting resident
safety." (March 22, 1999, Written Testimony) and "states, by law, have the primary
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responsibility for conducting onsite inspections, enforcing regulations, and protecting
residents . . . We at HCFA have a responsibility to ensure the law is fairly and
vigorously enforced and that state agencies are accountable for their performance."
(March 30, 1999 letter).
Answer. The statements in HCFA's March 22, 1999 testimony and March 30,
1999 letter correctly stated that states, by law, have the primary responsibility for
conducting onsite inspections, enforcing regulations, and protecting residents and
are accountable for their performance. However, the accountability of states' responsibilities ultimately lies with HCFA to ensure that the States are meeting the letter
of the laws.
Question. In written testimony for the March 22, 1999 hearing, HCFA agrees with
the GAO that complaint investigations need to be watched more closely by the Federal Government. Please elaborate and clarify that statement. Does this mean
HCFA will be watching complaint investigations more closely? How?
Answer. HCFA is strengthening complaint investigation requirements because
some state investigations of allegations have lagged. States are already required to
investigate complaints alleging immediate jeopardy to residents within 2 days and
all other complaints in a timely manner. As of March 16, 1999, HCFA is requiring
States to investigate within 10 working days whenever a complaint alleges harm to
a resident. States also must now add confirmed violations to HCFA's data base that
tracks compliance in nursing homes. We will develop minimum Federal standards
for States to conduct complaint investigations and will identify ways to better oversee states' performance. And we are working with the Association of Health Facility
Survey Agencies to expand guidance on prioritizing and scheduling of other complaint investigations as well as provide appropriate training.
Question. HCFA's written testimony reads "states must adequately respond to
complaints or we can and will contract with other entities to conduct surveys and
enforce regulations." Given that HCFA is ultimately responsible for the performance
of this system, what recourse does Congress have if HCFA is unsuccessful with the
States? Does HCFA have a contingency plan to assume the operations of surveys
and enforcement if a State fails to adequately fulfill its duties and responsibilities?
Answer. We believe that in the exercise of its oversight and legislative authorities,
Congress has the opportunity to establish national policy direction for nursing
homes and to hold Federal agencies accountable for the execution of these policies.
In regard to our oversight of State operations, HCFA has an agreement with each
State called the " 1864 Agreement" which spells out consequences for inadequate
survey performance. The agreement provides for canceling all or part of the agreement and seeking another entity to perform these duties.
NURSING HOME INITIATIVES

Question. HCFA's testimony outlines a number of activities the agency will initi-

ate to address the problems discussed at the March 22, 1999 hearing. Has HCFA
done an internal analysis to determine why these problems arose? What caused the
administrative lapse? Please make this analysis available to the Committee so the
GAO and I can review it to ensure that we can put the same level of confidence
in your diagnosis and prescription as you do.
Answer. Protecting nursing home residents is a priority for this Administration
and our agency. We have the responsibility of ensuring quality of care and quality
of life is assured for our most vulnerable beneficiaries who reside in nursing homes.
In our own Report to Congress, the series of reports by the General Accounting Office (GAO), and your Congressional hearings on the quality of care for nursing home
residents, highlighted several areas where improvement was needed. We have made
marked improvements since 1995, but clearly more needs to be done. These mediums provided analyses of problem areas and we have done our best to meet these
challenges. During our process of identifying new initiatives, we found that insufficient standards, funding and oversight have contributed to the administrative lapses
in some of our processes. For example, complaint investigations that are not addressed by statutory requirements have not received the same priority by States as
mandatory annual surveys. We have recently clarified the importance of this function and are adjusting our resource allocation.
Question. HCFA's testimony indicated that the agency has monitored the nursing
home resident protections announced in July 1995 and the initiatives announced in
July 1998 and that these efforts are bringing about marked improvements. Given
the problems with management information systems-specifically OSCAR-and the
disconnect between the complaint process andthe enforcement process, what justifies your confidence?
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Answer. In July 1995, the Clinton Administration implemented the toughest nursing home regulations ever, and they brought about marked improvements recognized by our own reports and by the GAO reports. One measure of the impact of
nursing home reform is the number of sanctions applied to poor-performing nursing
homes. Working with States, who have the primary responsibility for conducting onsite inspections, assuring that they are effective and timely, and recommending
sanctions, we have sharply increased the number of sanctions levied on poor quality
nursing homes.
We are confident the new initiatives announced in July 1998 (especially our new
enforcement and complaint procedures and our OSCAR redesign) will bring marked
improvements, but it is too early for us to make a judgment at this time. States
are still in the process of implementing many of them and we look forward to receiving data and feedback regarding these initiatives. Overall, we believe we have made
significant progress in implementing the nursing home initiative to which we are
committed.
Question. HCFA's long list of initiatives is a clear indication that things are not
working well. Has the agency performed a critical self-assessment to determine why
the system isn't working?
Answer. We have been using the "continuous improvement" approach for nursing
home enforcement for a number of years. We identify problem areas and implement
"corrective actions" as appropriate. Our latest initiative in improving the enforcement of nursing home standards began in July, 1998. It is still too early for us to
make any judgments on it's impact. We plan to begin an assessment of the impact
as more data becomes available.
COMPLAINT GUIDANCE TO THE STATES

Question. Will HCFA's new guidance address issues raised in the General Accounting Office (GAO) report on the state complaint investigation process? Particularly, does it address the understating or downgrading of complaints upon receipt
by the State?
If not, what can be done to help ensure that complaints are appropriately evaluated so that follow-up activities are appropriately conducted?
Answer. Effective March 16, 1999, any complaint that alleges actual harm to an
individual in a certified nursing home must be investigated within 10 working days
of receipt. This is in addition to the existing requirement of a 2-day investigation
*for cases alleging immediate jeopardy. Where investigations reveal noncompliance
with conditions of participation, the State agency must process the complaint in accordance with HCFA's State Operations Manual.
In addition, HCFA is planning to supplement its Federal Monitoring System procedures to permit the selection and inclusion of a much larger sample of complaint
surveys. The Federal Oversight and Support Surveys will be used to evaluate how
well state surveyors are performing the survey functions (including complaint investigations) and the information will be used to evaluate overall State performance
and identify instances where complaints are downgraded or otherwise not adequately addressed in carrying out its oversight role for the Federal Government.
Question. The GAO complaint report includes an in-depth look at the complaint
investigations systems' weaknesses that stem from weak Federal guidance and oversight. In particular, the report tell us that HCFA does not provide guidance to
States on ways to manage complaint workloads efficiently, how to categorize complaints, or when to expand a review beyond the residents involved with the original
Complaint. Furthermore the lack of an effective data collection system gives HCFA
little to rely on for oversight purposes.
To what extent does HCFA's recent guidance to States regarding complaints address the inadequacies pointed out in this report?
Answer. In addition to our recent guidance to States, HCFA is undertaking a
Complaint Improvement Project which will strengthen the key elements of the complaint investigation and resolution process. These elements include: (1) how consumers are informed of their right to make complaints and how to do so; (2) the complaint intake process, including how complaints are received, classified and scheduled for investigation; (3) the investigation process, including the training, knowledge, attitudes, and case load of investigators; (4) the resolution process, by which
the determination is made about whether a compliant is substantiated; (5) the administrative hearing process, including back-log of cases; (6) the compliance or response process for addressing substantiated complaints, including the range and actual use of remedies and back-log of actions; and (7) interaction of the complaint
investigation process with the licensure and certification systems, the legal system,
and facility-level grievance or continuous quality improvement processes.

149
HCFA will use this information to set minimum standards for complaint investigations. HCFA will then produce a manual for the States that describe each element of a model complaint investigation process, how States have implemented
these processes, and staffing levels, training, and other needs.
Question. Once new policies regarding comnplaint processes have been implemented, how will HCFA and Congress know if improvements are achieved? What
measures has HCFA put into place to monitor the success of these new policies?
Answer. Currently, we have routine meetings with senior level staff within HCFA
to monitor the various elements of the initiative that began last July. In addition,
we provide a monthly report to the Senate Aging Committee, GAO, and others. We
plan to make a complete review of our efforts as more data becomes available over
the next several months. Information from this review will be shared with Congress
as it becomes available.
In addition, we are continuing to improve the OSCAR data system to strengthen
our management information system. By June 1999, we will also begin using Quality Indicators (QIs) in conjunction with our Nursing Home Minimum Data Set
(MDS) data base to both enhance the survey process and provide us with information about nursing home quality when we are not onsite. The QIs and the wealth
of MDS data will allow us to continually examine quality of care, and assist nursing
homes in identifying opportunities for continuing quality improvement.
"IN wRBITNG" REQUIREMENTS FOR COMPLAINT SUBMISSIONS
Question. The GAO complaint report seems to indicate that requiring or encourag-

ing that complaints be submitted in writing leads to substantial under-filing of complaints. The table on page 6 of the report summary indicates that the State of
Washington, which accepts verbal complaints, has about four times the number of
complaints received by one of the other States the GAO studied, and even many
more than that compared to the third State.
Please comment on this inference. More specifically, would a system that encourages only written complaints lead to a substantial under-filing of complaints, and
hence underestimation of the extent of quality problems in nursing facilities? If this
is the case, please comment on the consequences of failure to address what, in many
cases will be serious problems.
Answer. It may well be that requiring or encouraging complaints be submitted in
writing leads to substantial under-filing of complaints; however, we want to further
investigate GAO's findings on this. We expect our Complaint Improvement Project
will assist in determining whether this is a problem. We will incorporate GAO findings into our Complaint mprovement Project as well. We have seen evidence with
the State of Washington which "readily accepts complaints by phone" having the
highest rate of complaints. However, Michigan which requires a written complaint
had over twice the complaint rate of Maryland which has a policy to "accept and
act on a complaint by phone." It is also possible that written complaints may ultimately provide a more identifiable record and subsequently result in more substantiated complaints than complaints received by phone.
ENFORCEMENT SYSTEM
Question. Some nursing home industry representatives complain that the current

enforcement system cannot improve the quality of care. Has the enforcement system
really been used in the way it was designed to be used? In other words, has it really
been tried? Is there any evidence that would indicate that the quality of care is better where enforcement is more rigorously practiced?
The GAO enforcement report indicates that most sanctions achieved corrective action but not continued compliance. How can corrective action be taken by a nursing
home yet compliance NOT be achieved in the future? How can this be considered
"corrective action" if it fails to prevent a recurrence of the problem?
Answer. We believe that our enforcement system meets the intent of OBRA-87.
As with the intent of the OBRA-87 nursing home law, the 1995 nursing home regulations brought about more consistency on how deficiencies are rated and how sanctions are applied. We have been applying this authority since 1995. Our current initiative is the first major evaluation of these regulations and policy guidance since
the 1995 regulations. Adjustments to these regulations and policies are being made
to ensure they are effective and in fact conform to the original intent of OBRA-87.
Some of our other nursing home initiatives have been demonstrated to improve
the health and safety of nursing home residents. In our Report to Congress in 1998,
improvements were seen with the reductions in the use of anti-psychotic drugs, in
the inappropriate use of restraints, and in the inappropriate use of indwelling uri-
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nary catheters. The report also showed us that more needed to be done. We expect
our current initiative to address these issues.
While we believe effective enforcement is a key variable to ensure an improved
quality of care, we also believe there are other interventions needed to focus on the
quality of care. Current remedies are structured in such a way that they are designed to deal with a specific set of facts at a date certain time. The remedies themselves will not ensure continuous compliance, therefore additional tools are needed,
such as retooling the survey process, to promote continuous compliance.
Question. If the quality of care in nursing homes is deteriorating, is this happening in the entire universe of nursing homes? Are quality of care deficiencies concentrated in homes that have been chronically out of compliance? In other words,
do repeat offenders account for the great majority of these deficiencies?
Answer. There are many high quality of care and reputable nursing homes across
our nation. We do not feel the quality of care is deteriorating in all homes. Recent
examples, brought forth by the GAO reports, the Senate Special Committee on
Aging hearings, and in our own Report to Congress, made clear that while progress
has been achieved more needs to be done to improve the quality of care in our nursing homes. Some facilities clearly are far more problematic than others. As part of
the process to improve quality of care in nursing homes, we now require States to
conduct regular surveys twice as often for certain homes that have chronic out-ofcompliance histories. We've also ordered States to stop letting problem nursing
homes avoid sanctions by fixing problems during a grace period. The nursing home
initiatives we expect, will promote continual compliance and further ensure that
nursing home residents get the quality of care they deserve.
Question. The current enforcement systems have been criticized as not distinguishing between minor infractions and major problems. The implication of this criticism is that nursing facilities can incur serious penalties for minor infractions.
Please comment on this criticism.
Answer. The OBRA-87 nursing home law, that forms the basis for our existing
survey and certification policies, required that all deficiencies be addressed. HCFA's
enforcement regulations, developed with input from industry, consumers, and advocates, include sanctions that increase in seventy as the seriousness of the deficiency
'increases. We continue to believe this is the best approach to ensuring that quality
care is maintained in nursing homes.
THE DOUBLE G-TRIGGER

Question. HCFA's plan to use a G-level deficiency on two consecutive surveys as
the criteria to trigger stiffer sanctions on a nursing facility is currently causing
some concern in the nursing home community. Many nursing home administrators
have complained that G-level deficiencies are often not particularly serious and that
it is very easy to incur them. It has even been alleged in a recent press release by
the American Health Care Association that they include things like canceling a
painting class.
Administrators argue that this policy runs the risk of lumping good facilitiesfacilities with only isolated problems-in with the real problem facilities. The GAO
complaint report includes a table on pages 13 and 14 which details examples of serious isolated complaints that have been substantiated through investigation. In your
review of this issue, has your analysis shown G-level deficiencies tend to be of the
more serious kind listed on the GAO table rather than what appears to be the less
serious kind?
Answer. We believe that G-level deficiencies represent serious problems in a nursing home. The regulations describe G-level deficiencies as isolated instances of actual harm to nursing home residents. We also believe that a facility that has a second survey with G-level deficiencies should have a more immediate implementation
of sanctions. The so-called "double G" is a good trigger.
- KINDS OF SANCTIONS

Question. The GAO enforcement report suggests that civil monetary penalties
(CMPs) should be used more often and more effectively. However, one drawback is
that they are not paid while under appeal, and many facilities appeal at every level
so that the appeals can take years to adjudicate. The GAO report noted that there
is currently a backlog of more than 700 cases in the Department of Health and
Human Services. How can CMPs be made effective given that nursing homes can
overwhelm the appeals process with their appeals?
Answer. A nursing home's right to appeal is clearly within their legal authority.
The Department is committed to nursing home enforcement and in the President's
fiscal year 2000 budget has asked Congress for additional funds for the Depart-
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mental Appeals Board, HCFA and the Office of the General Counsel to fully implement its Nursing Home Quality Initiative. This includes hiring additional administrative law judges, lawyers, and other legal staff to improve the appeals process.
HCFA appreciates your commitment to ensuring that the Departmental Appeals
Board has the necessary resources for adjudicating enforcement actions in an efficient, effective, and timely manner.
However, the most serious cases of resident endangerment does not affect the
pace of the appeals. That's because in these types of cases, where HCFA may terminate the facility's provider agreement or deny payment for new admissions, the
sanctions are put in place without regard to the pursuit of appeals.
Question. How realistic is the threat of termination-and how wise is its imposition-since terminating a facility requires that its residents be moved and moving
them can cause transfer trauma, which can kill the resident?
Answer. Termination from participation in the Medicare/Medicaid programs is a
necessary remedy of last resort. A menu of remedies is available to the States and
HCFA to attempt to bring about facility compliance with Federal regulations. Some
States have additional remedies available under their own licensure programs. But
in accordance with a statutory mandate, termination is required if a facility remains
out-of-compliance with regulations 180 days after the finding of deficient practices.
Normally, during an out-of-compliance period, HCFA and the State work together
by way of proposing and imposing appropriate remedies to bring about compliance
of the facility. Payments for new admissions may be stopped to further assure the
facility that non-compliance is serious and costly. Under some scenarios, we may impose a running civil monetary penalty of up to $ 10,000 a day until compliance is
achieved.
Neither the President's initiatives, nor the GAO reports have increased the number of facilities terminated involuntarily by HCFA. The number of involuntary terminations of nursing homes for the preceding years and for the fiscal year 99 todate are:

invountary
Terminations

Fiscal year
Fiscal Year
Fiscal Year
FY1999 to

1996 ................................................................
1997 ................................................................
1998 ................................................................
Date................................................................

37
31
33
16

HCFA must have "termination from the program" as a sanction option for homes
that fail to fix problems and properly care for residents. Otherwise, we would not
be fully able to meet our obligation to ensure that residents' lives are not in danger
and that they are receiving proper care. Termination is very serious and difficult,
especially for residents and their families. Regretfully, sometimes termination is the
only option left; but once that decision is made, we recognize that we have the responsibility to ensure an orderly relocation of these vulnerable citizens to a qualified
facility. We do take great care to work with residents and their families to ensure
a safe transfer.
Question. The GAO report concludes that the denial of payment for new admissions is not an effective enforcement tool because a facility can come back into compliance before the penalty takes effect. Is there a way to fix this flaw?
Answer. In response to GAO's findings, HCFA is drafting manual guidance that
encourages States to use the denial of payment for new admissions sanction more
often and more quickly in the enforcement process. While the statute only mandates
imposition of the sanction after 3 months of continued non-compliance, our draft
suggests that States can impose at their option, denial of payment by itself or in
combination with other remedies in order to encourage quick compliance. This guidance is under development and will be sent to providers and consumer advocates
for comment before it is final.
In addition, HCFA has expanded the State's current ability to impose certain remedies on non-compliant facilities, with HCFA's approval, to include the denial of
payment sanction. This means that States are authorized by HCFA to impose this
remedy on our behalf so they are able to respond more quickly to facility noncompliance and therefore, maximize the benefit of the sanction.
Question. Finally, it appears that we have an enforcement dilemma. What would
work?
Answer. We believe that actions we are taking are working. We will have a better
idea of this later this year as more data comes available.
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TECHNICAL ASSISTANCE

Question. One of the complaints made by the nursing home industry is that state
inspectors have an adversarial relationship with nursing facilities. They argue that
state inspectors should provide more guidance on how to fix problems.
The GAO enforcement report mentions a project underway in the State of Michigan which involves using a consultant on contract with the state to help deficient
facilities achieve sustained compliance. Sanctions may still be imposed if a facility
is unable, even with the technical assistance of a consultant, to come into compliance. Please comment on this project. Would this method provide the technical assistance nursing homes want, without compromising the relationship between inspectors and facilities? And should this be a method that is more widely used?
Answer. The State of Michigan is just now embarking on this project, and we look
forward to evaluating whether or not this is an effective arrangement. However, the
Institute of Medicine's report in 1986, which provided the underpinning of the nursing home reform in 1987, specifically mentioned tension between technical assistance and inspection, opining that HCFA should not be a consultant but a regulator.
Their report states, 'There is a potential conflict between the consulting and regulatory roles of a survey agency. The compliance-oriented consulting role, combined
with professional attitudes of surveyors trained in the helping professions such as
nursing and social work, can lead surveyors to be too understanding and lenient toward substandard providers."
WEAKNESSES IN DATA SYSTEMS

Question. At the Special Committee on Aging hearing last July, witnesses testified
about the weaknesses that characterize the OSCAR ata base, particularly in regard to the information it captures. A nursing home overview report from the Office
of the Inspector General (OIG) (OEI-02-99-00060) states that 'while generally satisfied with OSCAR data, more than half of state directors and surveyors believe it
[OSCAR] is not a true indicator of nursing home quality of care since it only portrays the situation of the nursing home at the time surveyors are physically conducting the survey." Do you agree with that assessment? Is OSCAR data giving us
an accurate picture of nursing home care quality?
Answer. It is true that the annual certification surveys maintained in OSCAR
record only information about compliance or quality of care during those annual surveys (up to four annual surveys are retained). However, the OSCAR system also
maintains a record of findings or all complaint surveys conducted at any Wine since
the mid-1980's. Moreover, by June, 1999, we will begin using Quality Indicators
(QIs) in conjunction with our Nursing Home Minimum Data Set (MDS) data base
to both enhance the survey process and provide us with information about nursing
home quality when we are not onsite. The QIs and the wealth of MDS data win
allow us to continually examine quality of care, focus survey resources on identified
problems in a facility, and assist nursing homes in identifying opportunities for continuing quality improvement.
Question. A recurring issue in the GAO complaint report, as well as the GAO enforcement report, is the significance of a weak data system. Ideally, an up-to-date
system would be a valuable tool for surveyors to quickly access a facility's performance track record, and equally important for HCFA central and regional staff for
oversight purposes.
The disconnect between what States are investigating and reporting as state deficiencies, which may also be deficiencies that should be recorded in the Federal data
base but are not being appropriately reported, is disturbing. It seems evident that
improvements are necessary to ensure a complete and accurate data reporting system. Do you agree? What actions has HCFA taken to address this problem?
Answer. HCFA agrees that we must improve our data on complaint investigations
and enforcement actions. As noted 'in the reports, States are too often handling complaints and enforcement actions under their own systems (both Medicaid surveys
and State licensure reviews) and not reporting them to HCFA. We will issue updated instructions to the States and Regional Offices emphasizing that all actions
related to a violation of Federal requirements must be promptly reported to HCFA
systems, regardless of additional actions taken under State law. We also have a
workgroup currently working on short term changes to the data collected by our
present nursing home enforcement data system to more accurately reflect actions
taken (e.g., multiple sanctions). In addition, HCFA is undertaking a longer term initiative to redesign the OSCAR system. This project will include improving the complaint and enforcement data collection content and process, and the value of reports
based on those data.
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STAFFING

Question. Inadequate staffing in nursing homes may be a cause of the quality of
care problems we repeatedly see. What incentives in the system could be causing
nursing home administrator to under staff? Additionally, please comment on the
status of the staffing study which is currently under contract with AM Associates.
Answer. We are conducting a staffing study and expect that it will provide answers concerning (1) whether minimum nurse staffing ratios are appropriate; and,
(2) the potential cost and budgetary implications of minimum ratio requirements.
It is likely that the incentive to reduce costs impacts staffing patterns since labor
costs are the largest category of nursing home expenses.
We have met with, and secured input from, consumer, union, and industry representatives regarding this report. We have also established an external Technical
Expert Panel to advise us on the analysis. Our evaluation contractor on this study,
Abt Associates, will be delivering a draft final report at the end of the calendar year.
We expect to have the report completed by early next year.
RESOURCES

Question. Please elaborate on the resource implications at both the state and Federal level regarding the recommendations included in the GAO complaint and enforcement reports, as well as the OIG nursing home overview report. In particular,
what resource implications are there for a state interested in implementing an effective telephone complaints system? Are there steps that can be taken to make the
complaint investigation and enforcement systems better without substantial new resources?
Answer. Clearly, some of our nursing home initiatives have significant resource
implications. Changes to our revisit policy as well as requiring all allegations of serious harm to be investigated within 10 days will require, all other factors being
equal, additional resources. We have established a workgroup to develop methods
to operationalize these policy changes within existing resources. Our recently initiated Complaint Improvement Project (CIP) will identify best practices for complaint
investigations and the resource implications of those practices.
We have included an increase 'in the President's fiscal year 2000 budget for the
overall nursing home initiative and are examining opportunities to re-allocate existing resources to support our enhanced activities. While it is likely additional resources will be needed, our CIP will evaluate best practices and whether there are
resource implications for the states.
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Testimony of
MIKE HASH, DEPUTY ADMINISTRATOR
HEALTH CARE FINANCING ADMINISTRATION
on
STATE NURSING HOME COMPLAINT INVESTIGATIONS
before the
SENATE SELECT COMMITTEE ON AGING
March 22, 1999
Chairman Grassley, Senator Breaux, distinguished committee members, thank you for inviting me
to discuss our continuing efforts to improve protections for nursing home residents. I would also
like to thank the General Accounting Office (GAO) for its important evaluations of State
responses to consumer complaints about nursing homes and of additional steps needed to
strengthen enforcement of Federal quality standards. And I would like to thank the Office of the
HIS Inspector General for its reports on nursing home issues, as well.
We have made substantial progress in improving nursing home resident protections. The GAO's
new reports, Complaint IinesligalionProcess Inadequate to Protect Residents and Additional
Steps Needed to Strengthen Enforcement of Federal Quality Standards,look at States where
problems are most serious over a time period before we had implemented most provisions of the
nursing home enforcement initiative that we announced last July. We undertook our nursing
home enforcement initiative in response to intolerable situations that have caused our most
vulnerable citizens to suffer. The initiative includes several steps to:
*

address preventable problems such as bedsores and malnutrition,
crack down on repeat offenders,
strengthen State inspections, and

*

improve Federal oversight.

The new GAO reports again document intolerable situations, and make clear that we must take
additional steps to protect nursing home residents. We must ensure that States improve responses
to and tracking of consumer complaints. We must also improve consistency in handling
terminations of facilities. These and other new steps must be incorporated into our proactive
initiative to ensure that nursing homes comply with care and safety requirements.
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We generally concur with the GAO's recommendations, and are already taking actions to address
them. Specifically, we
directed all State survey agencies to investigate any complaint alleging harm to a resident
within 10 working days;
reiterated to States that complaints alleging immediate jeopardy to residents must be
investigated within two days;
stressed to States that they must enter complaint information into our data system
promptly;
published a regulation last week allowing States to impose fines for each instance of a
violation, and
will now have Regional Office staff conduct surveys to verify nursing home resident
complaints when necessary.

HCFA Administrator Nancy-Ann DeParle and I both met last week with the Board of Directors
of the Association of Health Facility Survey Agencies, which represents State survey agencies, to
discuss the problems with complaint investigations and stress the urgency of improving all
enforcement efforts.
We will take additional steps to address problems identified by the GAO, and to ensure that
nursing home residents are safe and receive quality care. We will continue to work with the
States, Congress, residents and their families, resident advocacy groups, and nursing home
providers to ensure that nursing home care and safety standards are met and the vulnerable
residents are protected.

BACKGROUND
Protecting nursing home residents is a priority for this Administration and our agency. We are
committed to working with States, which have the primary responsibility for conducting
inspections and protecting resident safety. Some 1.6 million elderly and disabled Americans
receive care in approximately 16,800 nursing homes across the United States. Through the
2
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Medicare and Medicaid programs, the federal government provides funding to the States to
conduct on-site inspections of nursing homes participating in Medicare and Medicaid and to
recommend sanctions against those homes that violate health and safety rules.

In July 1995 the Clinton Administration implemented the toughest nursing home regulations ever,
and they brought about marked improvements. We monitored those protections as they were
implemented to see what else needed to be done. We and the GAO found that many nursing
homes were not meeting the requirements, and many States were not sufficiently monitoring and
penalizing facilities that failed to provide adequate care and protection for residents. In July 1998,
President Clinton announced a broad and aggressive initiative to improve State inspections and
regulation enforcement. Those efforts are bringing about marked improvements as well.

The GAO reports examined events through December 1998. Since that time period we have
implemented many aspects of our new enforcement initiative. We are grateful that Congress has
provided essential funding for this initiative, and we look forward to working with you to secure
the $60 million increase for this initiative in the President's fiscal 2000 budget, as well as our
legislative proposal to require background checks of potential nursing home employees and
establish a national registry.

STATE COMPLAINT INVESTIGATIONS
Consumer complaints are a valuable and unique source of information about the health and safety
of nursing home residents. We have been concerned about problems with State survey agency
responses to complaints, and in 1995 we developed complaint investigation protocols for States in
order to foster improvement. However, the GAO report makes clear that these protocols are not
sufficient.

We therefore have taken two new actions. First, we directed all State survey agencies to
investigate any complaint alleging actual harm to a resident within 10 working days. We also
stressed that States must promptly enter complaint information into our data system. We will
3
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monitor State reporting of complaint information more closely to make sure they comply.

Second, we initiated a Complaint Improvement Project to identify key elements of the complaint
process, address resident and consumer concerns about the process, and develop standards for
prioritizing complaints and determining appropriate time frames for investigations. We will work
to address concerns of residents, their families, consumer representatives, and representatives of
the Administration on Aging's Ombudsman program in this project.

SPECIFIC GAO RECOMMENDATIONS
As stated above, we generally concur with the recommendations in the GAO reports, and are
taking action to address them. We agree that:
we need stricter standards for prompt investigation of serious complaints;
we need more stringent Federal oversight of State complaint investigations;
Federal officials must have access to complaint investigation results;
fines must be more certain and the appeals process must be faster;
termination of repeat offenders from Medicare and Medicaid must be used more
consistently and effectively;
*

States must do a better job of telling us when homes are cited for a deficiency that
contribute to a resident's death; and
we must develop better management information systems to integrate results of complaint
investigations, track deficiencies, and monitor enforcement actions.

Standardsfor Prompt Investigation
The GAO found that States categorize serious complaints alleging situations that harm residents
as less than a complaint about immediate jeopardy to residents. The GAO also found that States
do not always investigate these complaints promptly, or at all. Its report calls for new standards
for prompt investigation that include maximum allowable time frames for investigating serious
complaints and for complaints that are deferred until the next survey schedule.

4
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Therefore, effective immediately, any complaint that alleges actual harm to an individual in a
certified facility must be investigated within 10 working days of its receipt. We also stressed to
States that all complaint data must be entered in a timely fashion into our On-line Survey,
Certification and Reporting data system (OSCAR). We will develop more standards and longterm improvements as we further analyze complaint investigation processes. We believe that
States have the resources they need to meet these new standards. If additional resources are
needed, however, we will re-examine our priorities, or the Administration will work with
Congress to make sure the funds are there to do the job right.
Our new Complaint Improvement Project will help us to understand the key elements of the
complaint investigation and resolution process. We believe these key elements include:
*

informing consumers of their right to make complaints and how to do so;
the complaint intake process, including how complaints are received, classified and
scheduled for investigation;
the investigation process, including the training, knowledge, attitudes, and case load of
investigators;
the resolution process, for determining whether a complaint is substantiated;
the administrative hearing process, including back-log of cases;
the compliance or response process for addressing substantiated complaints, including the
range and actual use of remedies and back-log of actions; and,
interactions between complaint investigations and licensure and certification systems, the
legal system, and facility-level grievance or continuous quality improvement processes.

Using this analysis, we will develop Federal minimum standards and produce a manual for States
describing each element of a model complaint investigation process, how States should implement
the process, and necessary training and staffing levels.
In addition, we will specify measures we can use to strengthen Federal monitoring and audits of
State performance, including the elements that should be included in a Federal complaint
investigation reporting system and database. And we will explore other changes needed to
5
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strengthen Federal oversight, enhance the responsiveness of the complaint investigation process,
and ensure the welfare of beneficiaries.
Oversight of 1State Complaint Investigations
We agree with the GAO that investigations need to be watched more closely by the Federal
government, and that States are not sufficiently setting priorities for investigating complaints.
Importantly, as mentioned above, we will now have Regional Office staff conduct surveys to
verify nursing home resident complaints when necessary. This means that a complaint from a
resident now can directly trigger a standard survey by Federal surveyors.
We are improving Federal oversight of State complaint investigations. We are now outlining
actions we will take when States do not meet their survey responsibilities. We will specifically
evaluate how well States respond to consumer complaints and how promptly and thoroughly they
report investigation results to us to determine whether they meet their survey responsibilities.
And, as part of our Complaint Improvement Project, we will identify the most effective ways for
us to monitor State processing of complaints.

HCFA regional offices are now required to maintain logs of complaint information reported by the
States. If we confirm that these logs are not being maintained, as reported by the GAO, we will
take immediate steps to correct this omission.

As part of the Nursing Home Quality Initiative, we made it clear that States will lose Federal
funding if they fail to adequately protect residents. States must adequately respond to complaints,
or we can and will contract with other entities to conduct surveys and enforce regulations.
FederalAccess to ComplaintInvestigation Results
The GAO found that States are not reliably reporting results of complaint investigations to us, and
that these findings are therefore not taken into account when considering other actions. States are
currently required to report this information, and we are taking action to ensure that they comply.
6
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We have directed the States to immediately enter all current and backlogged complaints into the
OSCAR data system regardless of whether the complaint is entered into a State licensure system.
We will closely monitor States to ensure that the information currently required is actually entered
into HCFA's database. We will include reporting of complaints as a new performance evaluation
element for States. And we will revise the current complaint form so it provides the information
needed to facilitate Federal monitoring of State performance, prioritization, and timeliness.
Improving Effectiveness of Fines
The GAO found that fines are not always an effective enforcement tool. We agree that appeals
must be processed more quickly so fines can be collected more quickly. Fines need to be imposed
for each instance of a violation. And they need to be imposed for serious problems even if the
problems are quickly corrected.
We support the President's efforts to speed appeals and collections by the Health and Human
Services Departmental Appeals Board, which operates separately from HCFA. Providers are
entitled to a hearing beforc fines can be collected. Increased enforcement efforts have resulted in
a large number of cases awaiting appeal hearings. The President's fiscal year 2000 budget
proposal would double the number of Administrative Law Judges that can hear appeals cases in
order to speed the appeals process and ensure that fines and other sanctions are adjudicated in a
timely manner.
As announced last July, we have developed a new regulation to enable States to impose fines for
each instance of a violation regardless of the amount of time the facility was out of compliance
with requirements. This regulation was published in the FederalRegister on March 18, 1999, and
is effective 60 days after publication. This additional enforcement option will give States greater
flexibility to assess penalties quickly.
Strengthening Use of Terminations
Terminating homes from Medicare and Medicaid is an essential last resort enforcement tool for
7
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facilities that fail to correct problems and provide adequate care and safety to residents. We agree
with the GAO, and current policy now requires, that Medicaid payments to terminated facilities
continue for up to 30 days after a facility is terminated if and only if the home and State Medicaid
agency are making reasonable efforts to find another nursing home for those residents. (Medicare
also makes funds available but does not explicitly require a State's effort to transfer residents.)
We will study transfer procedures in the 30 involuntary terminations that took place last fiscal
year. We will explore whether States applied oversight and payment policies appropriately and
consistently, if not why not, and whether facilities closed and transferred residents, stayed open
and paid for care of residents not transferred, were sold to third parties, etc.
We are concerned, however, that there could be unintended consequences from the GAO's
recommendation to use longer "reasonable assurance periods" in all cases before allowing homes
that have been terminated to reenter Medicare. Current guidance to State inspectors includes
several examples to assist in setting reasonable assurance periods, but there must be flexibility in
determining appropriate reasonable assurance periods. Excessive reasonable assurance periods
may not be in the best interest of the nursing home residents, particularly in regions with limited
access to care.

It is important to note that reasonable assurance periods are rarely used. More than 95 percent of
nursing homes given initial notice of termination correct problems and remain open. Last year
only 30 of the more than 8300 facilities given initial notice of termination were in fact terminated.
It is also important to note that reasonable assurance periods apply only under Medicare. The
requirement was removed from the Medicaid statute in 1987. Most nursing homes participate in
both Medicare and Medicaid. Therefore, reasonable assurance periods now can result in a facility
being certified for Medicaid but not for Medicare until a reasonable assurance period is satisfied.
We are prepared to work with Congress to restore reasonable assurance to the Medicaid program
so the two programs are consistent.

8
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We will subject terminated facilities to extra scrutiny and stiffer sanctions for problems if and
when they are allowed to reenter Medicare and Medicaid. Current Federal regulations allow
consideration of a facility's prior history of noncompliance. However, past problems have not
been routinely reviewed when assessing new sanctions. And previously terminated nursing homes
have been able to re-enter Medicare or Medicaid with a "clean slate." As such, they have been
treated less aggressively than problem-prone facilities that have not been terminated, and this has
created a perverse advantage to termination that will no longer exist.
We will therefore make explicit in our instructions to States that previously terminated facilities
are automatically subject to immediate sanctions if problems recur. States and our regional
offices track termination information, and we will work to ensure that this information is used
systematically when subsequent enforcement actions are considered. We will further consider
applying this policy to previously terminated homes that re-enter under new ownership.
Improvng the Referral Process
The GAO report cites appalling cases which document our concern that States have not been
consistently referring cases for sanction, even when violations resulted in a resident's death. We
are therefore requiring States to refer all cases that result in harm to residents. We also now will
require States to report to us when they do not recommend sanctions in cases where regulations
have been violated and a nursing home resident died.
Current guidelines do authorize referral and imposition of fines for egregious violations, such as
those that contribute to a resident's death, even if the problem has been corrected. Also, as
mentioned above, we last week published a regulation making nursing homes subject to additional
penalties or fines for each specific incident, such as an instance of abuse or neglect, that
contributes to a resident's death. Under this new regulation, even if the nursing home corrects the
violation quickly, it would still face fines when a resident suffers harm due to a serious violation.

9
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Improving Management Information Systems
We are already undertaking a major redesign of our data systems that will allow us to integrate
results of complaint investigations, track the status and history of deficiencies, and monitor
enforcement actions adequately. We will release software this summer that will make it easier to
track the status and history of deficiencies at the State level. This software will also automate the
current requirement for State collection of ownership information. We will make further
improvements as soon as our Year 2000 computer work allows.
It is important to note that many States investigate complaints for regulations that exceed Federal
requirements and we have no authority to require them to report these data. As we redesign our
management information system we will work to make sure that these data are fully integrated
with other information on facility performance.

HHS INSPECTOR GENERAL FINDINGS
The HHS Inspector General has produced six reports on nursing home enforcement issues which
echo our own concerns and underscore the need for our ongoing efforts to help States improve
enforcement efforts. Many of the Inspector General's recommendations are already incorporated
into the nursing home initiative announced by the President in July 1998, including:
*

making surveys more timely and effective;
changing survey schedules to make surveys more unpredictable;
increasing the number of night and weekend surveys;

*

increasing the number of surveys in facilities with chronic quality of care problems;
focusing on specific problems such as pressure sores, dehydration, and malnutrition; and
providing additional training to State surveyors.

We have research underway that will help us respond to the Inspector General recommendation
for staffing standards for registered nurses and certified nurse assistants in nursing homes. Last
September we awarded a contract to Abt Associates to assist us in a comprehensive study of
nursing home staffing, with results due back to us this fall.

10
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We strongly support the Administration on Aging's Ombudsman Program, which is absolutely
critical in maintaining quality of care in nursing homes. Ombudsmen make regular visits to
nursing homes, act as advocates for residents, and help in enforcing nursing home standards and
ensuring that all nursing home residents are treated with dignity and compassion. We agree with
the Inspector General that this program should have more visibility, including criteria for
frequency and length of regular visits to facilities. It also needs guidelines for complaint response
and resolution times, further refinements to its data reporting system, and more volunteers.
Though progress has been made in improving the quality of care in nursing homes, we need to
continually build upon it. To this end, HCFA is willing to work with the Administration on Aging
to increase their effectiveness and to facilitate communications between the Administration on
Aging and State survey agencies to better serve nursing home residents.

ENFORCEMENT INITLTIVE PROGRESS
We have made solid progress since the President announced our nursing home enforcement
initiative last July. We have taken several steps to improve inspections by States, who have the
primary responsibility for conducting on-site inspections and recommending sanctions for care and
safety violations. These steps will help ensure faster sanctions when problems are found, increase
oversight for the worst offenders in each State, and enhance the quality of care by targeting
preventable problems.

We have expanded the definition of facilities subject to immediate enforcement action without an
opportunity to correct problems before sanctions are imposed. New guidance to States will make
clear that a facility should automatically get such "grace periods" only if violations do not cause
actual harm to residents and if the facility does not have a history of recurring problems.

We have identified facilities with the worst compliance records in each State, and each State has
chosen two of these "special focus facilities" for frequent inspection and intense monitoring, and
monthly status reports. Through closer scrutiny and immediate sanctions, we will work to
II
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prevent "yo-yo" compliance, in which problems are fixed only temporarily and are cited again in
subsequent surveys.
This spring we will implement a wide range of initiatives to detect and prevent bed sores,
dehydration, and malnutrition. We are working with outside experts to develop a systematic, data
driven process to identify problems and provide focus for in-depth on-site assessments. We will
take interim steps this year, and expect to complete the new system by the end of 2000. We are
also working with the American Dietetic Association, clinicians, consumers and nursing homes to
share best practices for preventing these problems. And we will begin a national campaign to
educate consumers and nursing home staff about the risks of malnutrition and dehydration and
nursing home residents' rights to quality care this year.

We will this summer implement a new survey protocol we developed with a national abuse and
neglect forum for evaluating nursing homes' abuse and neglect prevention processes. We will
launch a national consumer education campaign on preventing and detecting abuse this year.
We will provide training and guidance to States this Spring on enforcement, use of quality
indicators in surveys, medication review during surveys, and prevention of pressures sores,
dehydration, weight loss, and abuse.
We also have:
made clear that States will lose federal funding if they fail to adequately perform surveys
and protect residents because we can and will contract with other entities, if necessary, to
make sure those fiunctions are performed properly;
established a new monitoring system for evaluating State survey teams' adherence to
Federally mandated procedures and policies;
formally reminded States that they must enforce sanctions for serious violations and may
not lift them until an on-site visit verifies that problems are fixed;
required States to sanction facilities found guilty more than once for violations that harm
12
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residents, with no option to avoid penalties by correcting.problems during a grace period;
required States to conduct more frequent inspections for nursing homes with repeated
serious violations while not decreasing their inspections for other facilities;
required States to stagger surveys and conduct a set amount on weekends, early mornings
and evenings, when quality and safety and staffing problems often occur;
instructed States to look at an entire chain's performance when serious problems are
identified in any facility that is part of a chain, and begun developing further guidelines for
sanctioning facilities within problem chains;
developed new regulations to enable States to impose civil money penalties for each
serious incident and supplement current rules that link penalties only toethe number of days
that a facility was out of compliance with regulations; and-

We have taken additional steps to help-consumers choose facilities, help facilities improve care,
and help our law enforcement partners prosecute the most egregious cases. We have:
created a new Internet site, Nursing Home Compare, at www.medicare.gov, which allows
consumers to compare survey results and safety records when choosing a nursing homme,
and which has so far had more than 826,000 page views;
posted best practice guidelines at www.hcfagov/medicaid/siq/siqhmpghtm on how to care
for residents at risk of weight loss and dehydration;
begun planning national campaigns to educate residents, families, nursing homes and the
public at large about the risks of malnutrition and dehydration, nursing home residents'
rights to quality care, and the prevention of resident abuse and neglect;
begun a study on nursing home-staffing that will consider the potential costs and, benefits
of establishing minimum staffing.levels; and
worked with the Department of Justice to.prosecute egregious cases where residents have
been harmed, and to improve referral of egregious cases for potential prosecution.

Budget
The Clinton Administration's fiscal year 2000 budget includes proposals to:
13
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require nursing homes to conduct criminal background checks of prospective employees;
establish a national registry of nursing-home workers who have abused or neglected
residents or misappropriated residents' property; and
*

allow more types of nursing-home workers with proper training to help residents eat and
drink during busy mealtimes.

The cost of background checks and querying the national registry will be financed through user
fees. The Administration will put forward additional proposals as needed for additional legislative
authority to further improve nursing home quality and safety.
We are grateful that Congress provided us with a total fiscal 1999 survey and certification budget
of $171 million for our increased nursing home enforcement efforts, including $4 million
earmarked for the new initiative. We thank you, Mr. Chairman, for your continued support in
meeting the resource needs required by our increased oversight efforts. We are requesting an
additional $60.1 million for fiscal year 2000 to enable us and other HHS components to fully
implement all provisions of the Nursing Home Initiative. This includes $35 million for HCFA to
strengthen State inspection and enforcement efforts, $15.6 million in mandatory Medicaid money
to supplement State inspection and enforcement efforts, and $9.5 million to ensure adequate
resources for timely judicial hearings and court litigation.
CONCLUSION
We have made substantial progress in improving protections for vulnerable nursing home
residents. We are doing a better job of making sure nursing homes provide adequate care and
protection. We greatly appreciate the evaluation and advice of the GAO, the HHS Inspector
General, and this Committee in these efforts. Clearly there is much more that we need to do. The
new GAO and HHS Inspector General reports and this hearing will help us focus on specific areas
that we must address. We are committed to continuing our progress and doing everything we can
to ensure that nursing homes comply with care and safety rules. We look forward to continuing
to work with you, the GAO, the HHS Inspector General, residents, their families, advocates, and
providers as we proceed. And I am happy to answer your questions.
14
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STATEOF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES
Olympia WA 98504-5000

March 18, 1999

The Honorable Charles E. Grassley
The Honorable John Breaux
United States Senate
Special Committee on Aging
Washington, D.C. 20510-6400
De -.r Senators Grassley and Breaux:
Washington supports the GAO report recognition of the importance of a resident focused
complaint system that includes appropriate prioritization, reliable methods for seeking and
receiving complaints, and federal direction. However, it has been the experience of this state that
the success of a complaint system is based in the state's ability to employ highly trained and
qualified professionals who can prioritize appropriately, and complaint investigators who have
reasonable caseloads that provide the opportunity to execute quick and thorough investigations.
Without resources adequate to effectively investigate each complaint in a timely fashion, the
most perfectly designed and monitored intake and prioritization system will fail in it's ultimate
ability to ensure quality of life and care for the residents.
We agree that states should have procedures that encourage the filing and tracking of complaints;
that states should have the ability to appropriately prioritize complaints based upon the risk to
residents; and, that serious complaints are investigated promptly. These goals can not be
achieved without the investment of adequate resources, and a true philosophical commitment to
nursing home residents and the public.
A strong relationship between the state agency and Health Care Financing Administration
(HCFA) is also crucial to a successful system. Washington State has experienced a close and
ongoing partnership with the HCFA Regional Office (Region X). Region X has assisted
Washington in recognizing the role that complaint investigation can play in overall quality
assurance and the value of consistent, resident focused program standards. This state has a
partnership that is noteworthy, worth replication, and of significant benefit to the public.
Similarly a working relationship with the Long-Term Care Ombudsman results in better resident
service.
In conclusion, we would like to emphasize several points about Washington's program. The
mission of Washington's Nursing Home Quality Assurance program is to serve the public, as an
external quality assurance and regulatory agency, in assuring that a firm foundation of resident
health and safety, quality of care and quality of life is achieved by long term care providers.
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The Honorable Charles E. Grassley
The Honorable John Breaux
March 18, 1999
Page 2

* On a fundamental level, the complaint system in Washington is extremely responsive.
* We believe, and act upon the premise, that the complaint system is our most direct link to
the public and consumers that we are charged with protecting.
* We have extensively published the complaint intake number, and maintain an on-going
positive partnership with stakeholders and advocates.
* Washington conducts more on-site complaint investigations per 1,000 beds than any
other state.
* The staff that do complaint investigations in Washington are skilled professionals with a
high level of professional and regulatory expertise.
* Washington's timeliness in initiation of complaint investigations is not adequately
captured, due to limitations of the federal data systems.
* Washington believes that with increased Federal investment of resources, the complaint
system could perform at an even greater level of effectiveness.
Thank you for the opportunity to comment.
Sincerely,

Department of Social and Health Services
cc:

Ralph W. Smith, Assistant Secretary
Aging and Adult Services Administration
Patricia K. Lashway, Director
Residential Care Services Division
Joyce Pashley Stockwell, Administrator
Washington State Nursing Home Quality Assurance
Jan Shinpoch, Director
Washington D.C. Office of the Governor
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Dspertrneri of Consumire
&Indus" Services
Katieen M. Kbur. Doeetor

P.O.Box30004
Lamn.Mihigan4899-7504
517-373-1820

March 17, 1999

The Honorable Charles E. Grassley, Chairman
Senate Special Committee on Aging
SDG-31 Dirksen Senate Office Building
Washington, DC 20510
Dear Senator Grassley:
Thank you for the opportunity to provide input to the Special Committee on Aging, especially as
you study and review the two recent General Accounting Office (GAO) reports on nursing home.
regulation in the United States and the relationship between the Health Care Finance
Administration (HCFA) and state regulators. Let me first comment on the GAO enforcement
report.
Governor John Engler has encouraged the Michigan Department of Consumer and Industry
Services to improve the quality of care provided in Michigan's nursing homes. Because of that,
Michigan has been at the forefront in updating their nursing home enforcement process during
the past 18 months.
Following four months of meetings with nursing home providers, advocates, and representatives
of the Health Care Finance Administration (HCFA), Michigan developed the Resident Protection
Initiative (RPI). The RPI initiated some new computer models. Most importantly, we
established a model which allows us to identify poor performing nursing homes sooner so we can
initiate action to hopefully rehabilitate those homes. We believe the majority of homes do want
to provide high quality care.
We retain the right to issue civil monetary fines as well as other penalties such as bans on
admtissions and denial of payment for new admissions. However, the Michigan experience has
shown us that civil monetary fines do not achieve improvements in quality care. Most fines are
either paid quickly with no change in care standards or fines are appealed and often take years to
resolve.
That is why Michigan adopted a new model - a collaborative model. When homes in trouble are
identified by our computer auditing system, we require certain remediation to occur. We have
the authority to place Temporary Managers to basically run a home until required improvements
are effectuated. We can require training on a specific citation problem which needs correction or
require a plan of correction along with a variety of other corrective actions. Homes pay for any
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and all of these required remedies which we feel is a much more effective tool than civil
monetary penalties.
Recognizing we could not "do it all", Michigan established a contract with the Michigan Public
Health Institute (MPHI) to serve as the temporary managers in homes or the consultants who can
provide the on-site training or help write the Corrective Action Plans. As an example, in the past
year Michigan has sent MPHI into over 100 different homes across the state to remediate issues
discovered by our computer auditing system. We have found that in 85% of these facilities,
systemic changes have occurred based on compliance at the first revisit
We consider our collaboration with the MPHI and the nursing homes in Michigan a success and
one we plan to build on. However, make no mistake that Michigan has also closed four nursing
homes in 1998. These are the first nursing homes closed in Michigan in about 12 years. We will
not tolerate homes which either do not wish to be rehabilitated or simply cannot be saved.
The second GAO report focuses on complaint investigations. Let me first say that Michigan
must do better. Our record of timeliness on reviewing complaints is unacceptable.
I have initiated a 30-day independent study of our nursing home complaint process to not only
identify why we have such a significant delay in conducting investigations, but also to make
recommendations to resolve it. I expect Michigan will have a new system in place by May I of
this year to address complaints in Michigan nursing homes on a more timely basis.
We have faced some challenges in this area. While this is not the complete story, it is part of it.
Michigan government had an early retirement program in 1997 which resulted in the loss of II
trained surveyors who were involved in complaint investigations. Each of these individuals has
now been replaced and are either performing duties or are in the final stages of training.
In addition to replacing early retirees, the Michigan Legislature authorized eight additional
surveyors in the current fiscal year. Of these, seven have been hired and are in training and the
eighth will soon be employed.
We expect these additional resources and changes made will begin to reduce the current
complaint backlog and will prevent it from reoccurring. In the month of January 1999, the
backlog was reduced by 7%/ from 394 files to 368.
In 1999, we have also initiated the following program revisions to assure that complaints are
responded to quickly and effectively:
*

Effective January 1999, we have changed our survey scheduling procedures to give
higher priority to all complaints, regardless of their categorization.

*

Initiated off-hour and weekend complaint investigations when the matter involves offhour or weekend conditions.
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*

Published a booklet on How to File a Complaint to aid citizens and residents in making
complaints. This booklet is required to be available in the lobby of all nursing homes.

*

Reviewing current Michigan law that requires a complaint be in writing to determine if
revisions are appropriate.

I must also tell you that new demands placed on our surveyors by HCFA have increased their
workload significantly. For example, the new HCFA policy increasing the need for revisits by
30°% involve surveyors who might otherwise be investigating complaints. In the same way, a
HCFA policy to reduce the backlog of administrative appeals of fines will involve the use of
surveyors as witnesses in hearings and will further reduce their availability for complaint
investigations. These mandates come at a time when the federal money continues to decrease.
We urge the federal government to adequately fund our program so that ALL federal priorities can
be addressed at the same time.
In your letter, you ask what Michigan would recommend to improve the existing relationship
between the State of Michigan and HCFA. In response, we would ask for flexibility. Michigan is
taking innovative, effective steps to improve the quality of care in our nursing homes, especially
with the implementation of the Resident Protection Initiative. In order for our work to continue,
HCFA needs to allow us to do that.
Second, if HCFA continues to force more mandates on the states, the mandates must be
accompanieo y appropriate funding.
Protecting nursing home residents is critical. It is also costly to be able to conduct timely surveys,
conduct complaint investigations, participate in hearings and conduct off-hour visits to nursing
homes.
Again, thank you for the opportunity to share our thoughts on nursing home regulation.
Sincerely,

Kathleen M. Wilbur
Director
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Michigan Nursing Homes At-a-Glance

*

458 Nursing Homes

*

52,271 Residents

*

Unannounced Inspections Conducted Annually (9-15
months)

*

Of the 2,500 or so complaints received annually,
approximately 25 percent are substantiated

*

CIS required by statute to refer all abuse, neglect and fraud
cases to the Attorney General

*

Offices in Detroit, Lansing and Gaylord

*

97 surveyors spread regionally

a

Six regional teams consist of nurses, pharmacists,
sanitarians, social workers and dieticians

*

Complaint Hot Line and Emergency Reporting System
operational 24 hours a day

*

CIS has been committed to keeping this area fully staffed -no positions were cut due to early retirement

*

Eight new field positions have been added for FY1 999

AULIFT.bY 5. 19I9
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MICHIGAN NURSING HOME SURVEYS
FY 97 AND FY 98

Survey Summary Totals
FY97

FY98

10/1196-9130197

1011/97 - 9/30/98

Total LTC Facilities

459

Standard Surveys

428

403

Complaint Visits

910

1075

Survey and Complaint Revisits

458

369

473

Total Onsite Visits

1707

1951

Onsite Visits per Facility

3.72

4.26

Standard Survey Results
FY97

FY98

10/1/96 -9/30/97

10/1/97 -9/30/98

Standard Survey Results:
Standard survey citations

3522

3583

Average cites per survey

8.39

9.14

Surveys with no citations

14

15

Surveys with substandard care

12

30

SURVEYs.LTCrF.Y 4. 1999

Average Citations Per Survey for the First Three Years of OBRA
Enforcement
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of OBRA Enforcement
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$1,725,846
O3 Illinois

* Indiana

o Michigan
-

$264,141

0 Minnesota
* Ohio
El Wisconsin

\-$1,703,472

$846,249
cmps.xds 2499

co

180

HCFA Region V OBRA Fines Imposed October 1, 1995 - September 30, 1996

HCFA Region V OBRA Fines Imposed
October 1, 1996 - September 30, 1997
$377,825

/

481
$813

rs Illinois

A Indiana
$151,025
$1,321,835S$1,321

5

76

$754,796

0 Michigan

~~~~~~Minnesota
0O~n
U Ohio
0 Wisconsin

$232,135

HCFA Region V OBRA Fines Imposed
October 1, 1997- September 30, 1998
$207,675

$725,727
_ Illinois

wi$72,778
$237,782 $237,782

Indiana
=0~~~~~~~
Michigan
0 Minnesota
E Ohio

$542,632

$694,901

o Wisconsin
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Region V CMP Summarv Totals
RO V Report Date: January 19, 1999; CO Data: January 19, 1999

Michipaan

49

51435.932.50

5130.551.87

S73.110.02

$868661.80

28

S253.775.50
$186,637.50
S71,482.50

$62,202.94

S151,272.56

$208,507.50

$11,468.88

S175,304.23

S186,773,11

$19,514.84

$51,967.66

$71,482.50

Wisconsin

$40,337.50

$0.00

$22.587,50

$22.587.50

Minnesota

$17,030.00

$681.20

$18,348.80

$17,030.00

S548,083.48

$842.24825
S761.73

Illinois
Ohio

Indiana

!
1

4

Illinois
Ohio
Michioa
Indiana

83.
39
42
17

$754,796.00
S813,480.50
$1.321,835.00
$232,135.00

$94,184.77
5100,439.34
$169.556.30
$17.593.93

S861,331.97
$664,412688
S128,241.07

Minnesota
Wisconsin

11
10

$377,825.21
$151025.00

$38 195.76
$15257.70

$341,829.45
7.30

S377,825.21
11

Illinois

100

i

$694.900.50

$111,514.81

Ohio
Indiana
Wisconsin
Michign
Minnesota

51
45
12
15
8

$725,726.75
$542,32.00
$72,778.00
$237,781.82
$207 675.00
1067"Nom

$57,683.91
$81.441.37
$8,356.96
$38.490.14
$25.072.45
$

$533,367.50
$822.230.73
$139,797.10
$58,871.04
$132,495.02
$183 684.34

$544,882.31
879.894.64
$201 38.47
$87,228.00
$170,985.16
$208.758.79

$145835.00
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MICHIGAN DEPARTMENT OF CONSUMER & INDUSTRY SERVICES
Resident Protection Initiative
Established June, 1997
1.

In May 1997, Michigan established a distinct enforcement unit to,
oversee and coordinate federal and state nursing home enforcement
actions.
+

2.

3.

4.

The unit was upgradedto Division status on January25, 1999.

In June 1997, Michigan implemented a new enforcement data system to
track facility performance and streamline enforcement activities.
*

Complaint schedulingwas integratedwith the standardsurvey scheduling.

*

Federalenforcement actions and timeframes are now tracked with St
enforcement actions.

In January 1998, Michigan initiated a computer-based formula to
identify facilities for early enforcement.
*

The system analyzesafacility 'spast andcurrent compliance and complaint
history andcompares it to all otherfacilitiesto identify problem homes.

+

Facilitiesidentifiedas poorperformers by the system receive early oversight and
enforcement action. It is in addition to the federal definition ofpoor performers.

On January 19,1998, Michigan instituted a new Medicaid Bulletin
which officially coordinated state and federal enforcement and
mandates early intervention for poor performers.
*

The Bulletin reflects the state scoringsystem and increasesthe types of remedies
available:The system is now beingpromulgatedas aformal administrativerule.

*

Michigan also uses this early interventionand remedy system for its
recommendations to HCFA regardingdualMedicare/Medicaidproviders.

183
5.

Michigan has expanded the monitoring and rehabilitation of problem
nursing homes by working with the private sector.
*

Michigan hascontractedwith the Michigan Public Health Institute (MPH) to
provide long-term oversight andcorrection ofdeficiencies.

*

MPHIhas a list of 36 trainedconsultant-remediatorsas ofJawary 1999, and
continues to identify more.

*

The systemprovidesfor long-term oversight offacilities by state approved
experts andenables thepermanentcorrection ofdeficiencies.

*

In 1998, MPHlprovided65 DirectedPlans ofCorrection;28 directedIn-Service
Trainings;15 administratie/clinicaladvisors;8 temporarymanagersand 39
resident/family educationprograms.
closed two nursing homes in 1998, one in 1999 and managedthe
f
Michigan
orderly transfer of residents to other nursingfacilities.

6.

Michigan has established a timely and objective Informal Deficiency
Dispute Resolution (IDDR) process with the assistance of the Michigan
Peer Review Organization (MPRO).
*

Apanel of5 federally tra dreviewers prdexquickreslohdio of disputes
involving citations.

SDetM.WPInVFdry 10.19
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State sets to improve care homes
Tightcr enforccmcrit,
partncrship aim to
wccd out bad facilitics
By Kathy

harks Hoffman

A^wctaledRrns
In an effort to weed out or imnrove the state's worst nursing
omes state officials said T'hursday they would tighten enforcement and ask apublic-private partnership to help bad nursing homes
get better.
We want to make sure that people are provided the highest quallty care they can get in a nursing
home." said Kathy Wilbur, state
Consumer and Industry Services
director.
'We know we have some very
ood nursing homes In the state."
Nilbur said. But all agree that the
numbers of nursing homes cited
forpoor care are too high she said.
Walter Wheeler of the Bureau of
Health Systems, which oversees
inspections of the state's 458 nursIng homes. sid a computerized

system will be In place by July to let
the state tract nPspecttons and
alert officials to the worst
offenders.
"What this system Is supposed
to do Is ring a hell," he said. He
estimates the state has 40 to 50
nursing homes that chronically
have problens.
The computer program will
track Inspection survey results
since 1995 the number and severity of citations the home has received during inspections, the
nimber of complaints the state has
received and how quickly the facility fixed problems after the last
Inspection.
ie.worst offenders will be monitored more closely both by a new
state enforcement unit and by peopie working for a public-private
collaborative remedtation project
that will monitor improvements.
correct care problems and provide
consumer education.
Tihe state plans to hire the Michigan Public Health Institute to hanle the remedlatlon project. Money
for the contract will come from

Facts about state nutrsing homes
* Michigan has 458 nursing homes that care for 52.271 residents.
* In 19968state officials conducted 790)nursing home inspections
and Investigated 2.615 complaints and reports of poor care.
* Each nursing home is inspected every nine to 15 months.
* The state plans to hire new employees to bring its inspection staff
back up to 89 Inspectors after losing some to early retirement.
a To file a complaint about a nursing home, call 1-800-882-6006.
fines assessed against bad nursing
homes and from the nursing home
industry. Wheeler said.
The state already has signed a
$30000 contract with the Michigan Peer Review Organization to
review about 500 disputes a year
over defciencies found by state Inspectors. Wilbur said.
The slate lost many of its 89
nursing home Inspectors through
the early retirement program offered this spring, but Wiflbr said
all will he replaced.
The new initiative was drawn up
after a working group of consumers. nursing home providers and

government agencies worked for
six months reviewing why Michigan has a higher number of nursIng homes cited for deficiencies
than the national average and what
Improvements could be made.
The initiative has the blessing of
federal Heaith Care Financing Authority. which oversees nursing
homes that receive federal heallth
care money.
"Michigan Is probably taking
the most innovative approach" to
improving its nursing homes
among Midwest states, said Dorothy Burk Collins of the federal
agency's regional office In
Chicago.

House approves some help for state roads
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Coordination of Michigan Enforcement Activities
Division of Enforcement Training and Evaluation
Michigan has created a central division to provide-overall direction and coordination
of nursing home enforcement actions, including the following responsibilities:
*

Assure requests for enforcement are consistent with policies and properly
documented.

*

Monitor non-compliance with enforcement orders and-develop appropriate
responses to violations.

*

Assure that required documents are approved by the Attorney General and
expert witnesses are obtained when needed.

*

Arrange for informal and formal hearings necessary to provide due process
related to enforcement actions.

*

Represent the Bureau in discussions with health facilities and organizations
that are the subject of specific compliance actions.

*

Maintain the Michigan Enforcement Data System for tracking and evaluation
of enforcement actions.

*

Provide liaison with the Office of Legal and Legislative Affairs, the Michigan
Department of Attorney General and HCFA.

*

Provide enforcement training and information to other Bureau programs and
interested organizations. Develop training materials and presentations on
enforcement and documentation.

*

Process Bureau responses to litigation, including answers to interrogatories
and subpoenas, including arranging for staff involvement in litigation when
required as witnesses.

ENFSEC.299- February10, 1999
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Coordination of Michigan Enforcement Activities
Michigan's Enforcement Data System
In 1997, Michigan expanded its data system to include information on state and
federal enforcement actions. The new data system provides for:
Coordination of state and federal enforcement actions. The state and federal
compliance and enforcement history of each facility will be electronically
integrated and tracked.
Integration of Michigan poor performer identification program. At the time of
the annual survey, the data system will automatically update facility status,
considering the most recent survey information, substantiated complaints
since the last survey, and compliance history. The information will be
quantified and compared to the performance of other nursing homes to
determine whether poor performance exists.
Electronic production of enforcement forms and linkage to relevant survey
documents. This will help the paperwork flow, and will reduce the time
between the completion of a survey and the initiation of enforcement action,
if required.
Accessibility by the Enforcement Unit of the primary survey documents
(Federal ASPEN report; HCFA Form 2567; and state licensing forms) as
soon as they are prepared, as well as the Scope & Severity grid related to
any survey or complaint investigation.
Continuous updating of a facility's federal compliance record as it moves
through the enforcement process and retain as part of the electronic facility
file.
Tracking of critical dates in enforcement, including any required federal
compliance date {Date Certain'), the federal termination date and the date a
facility achieves 'Substantial Compliance' for federal purposes. The system
will also track State remedies, the effective and end dates for each remedy
and a calculation of fines, if any.
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-

Tracking of state-enforcement remedies, such as bans on admissions,
compliance orders, license limitations or denials, facility monitors or
managers, lockout status and civil fines assessed for patient rights
violations.

--

Tracking of pending administrative hearings or conferences related to state
enforcement actions and judicial appeals of state enforcement actions.

DATASYO.299 February10, 1999
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Michigan's Facility Performance Audit System
1.

Current Standard Survey Score
A numeric score has been determined with points assigned for each
citation
as follows:

-

A, B and C
D
E
F
G
H
I

=2
=4
=6
=10
=20
=30

J

=50

K
L

=
=

=

0

100
150

FSQoC

= 10

HSQoC
ISQoC
JSQoC
KSQoC
LSQoC

=
=
=
=
=

25
35
75
125
175

Point values assigned to standard survey deficiencies are weighted
to reflect
increased scope and severity. In addition, deficiencies which constitute
substandard quality of care receive additional weight.
2.

Complaint History
Point values (Refer to Table in Item 1 above) are also assigned to
each
deficiency cited as a result of a substantiated complaint. At the time
of a
standard survey, the data system reviews the facility's complaint
activity of
the previous survey cycle. Points are assigned for all substantiated
complaints, as above, and the total complaint score is added to the
current
raw standard survey score.
Note: Survey findings, which result from substantiated complaint
activity,
receive equal weight, in the determination of "poor performance',
as do
findings of the standard survey.

3.

Extended or Protracted Non-Compliance
Point values are also assigned for the number of revisits which were
required
in the facility's previous survey cycle to achieve substantial compliance.
The
flat point assignment is:
1st Revisit
2nd Revisit
3rd Revisit
4th Revisit

=
=
=
=

0 points
50 points
75 additional points
100 additional points

Termination (non-compliance for a period of 180 days)

56-728 - 99 - 7

=

250 points
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4.

Total Performance Score'
Raw Survey Score + Complaint Score + Extended Non-Compliance
Score = Total Performance Score.

5.

Establishina and Apolvina a Triaaer Score
The computer program examines the total performance score of every facility
surveyed in the last complete quarter. The last complete quarter in the
data system is two quarters before the current quarter because it takes time
for the system to be updated to take account of informal deficiency review
(IDDR) results.
The total performance scores are added together and averaged and standard
deviations from the average score are determined. A 'trigger' score is set at
one standard deviation from the average total score at the beginning of each
calendar quarter.
Facilities whose total performance score exceeds the trigger score are
automatically identified in the enforcement data system and receive early
review.

SCor.2S9- Faimy 10. I9g9
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Typical Performance Score Distribution

Facility Scores'
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SELECTION CRITERIA FOR ENFORCEMENT ACTION
A facility's survey findings and compliance history are analyzed by survey team
managers to select and recommend enforcement remedies for imposition.
Selection criteria are listed below:

*

Staff Instability (Facility Management).

*

Repeat Quality Indicator Citations from previous standard survey cycle.

*

Poor Performance previous cycle.

*

Ineffectiveness of enforcement actions in previous standard survey cycle.

*

Inability to sustain compliance since last standard survey cycle.

*

Scope/Severity of citations at revisit has increased.

*

Minimal progress has been made in correcting citations.

*

Non-implementation or ineffective implementation of Plan of Correction.

*

Repeat Quality Indicator Citations (within current survey cycle).

*

New citations.

*

History of facility's inability to achieve compliance.

*

History of facility's inability to sustain compliance.

*

Previous enforcement actions ineffective.

*

Resuits of reports from CRP, if any available.

*

Refusal to accept remedlation approach.

*

Resistive to CRP intervention.
Other.
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Remedies and Sanctions
June12.1997

State and Federal Enforcement Actions for
Poor Performance
Immed. Jeopardy

. -.
Menu 6
POC.Require d

[[]
Menu6
POC Required

Aclual Harm, but no
Immed. Jeopardy

(G]
Menu 4

[H]
Menu:S (IfUSqoC)

or.
POC Required.
No actual HarmPotential for more
Ihan Minimal HarmNo Immed. Jeopardy

mI

Menu 4
POCRequired
MIE

[L
Menu 6
POC Required

m
Menu S (if SqoC)or
-X
Menu 4. ::-.. ;
POC Required

,

Il

No Actual Harmpotential for no more
than Minimal Harm
Isolated

Pattern

Widepad
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When more than one menu is indicated by the survey findings, the highest appropriate menu will
be applied.
Menu 6: If"Imediate Jeopardy" is found at ANY' Sun=ey
Federal Enforcement Remedies (§488.408)
Category I (optional):
2
- Directed Plan of Correction ;
- Directed In-Service Traininge;
- State Monitoring

Category 2 (optional):
- Denial of Payment for New Admissions
Category 3 (required):
- Civil Money Penalty (S3,050 - S10.000)

and
23 Day Termination of Provider Agreementrs
Othw
-Nurse

Aide Training Lockout'

State Eaforcement Remedies (Public Act 368 of 1978):
- Emergency Order Limiting, Suspending or Revoking a license (Section
20168);
- Letter of Intent to Revoke Licensure;
- Cormction Order or Notice To Discontinue Admissions or readnissions;
Transfer Selected Patients; Reduce Licensed Capacity; or Comply
with Specific Requirents (Section 20162 or 21799b; BOA
Policy of 10/1/90);
- Appointment of a Temporary Manager/Advisor (by refIral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
Valldation of removal of Immediate Jeopardy counts a a revisit.
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Menu 5:

If Substandard Ouality of Care (SOoC less than immediate ieopardv is found at
ANY umre
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction 2 ;
- Directed In-Service Training';.
- State Monitoring
Category 2 (required):
- Denial of Payment for New Admissions
- Civil Money Penalty ($50 - $3,000 per day)
Other
- Nurse Aide Training Lockout'
State Enforcement Remedies (Public Act 368 of 1978):
- Letter of Intent to Revoke Licensure;
- Correction Order or Notice To Discontinue Admissions or readmissions;
Transfer Selected Patients; Reduce Licensed Capacity; or Comply
with Specific Requirements (Section 20162 or 21799b; BOA
Policy of 10/1/90);
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));

If the "SQoC" is not resolved by the first or subsequent revisit:
-

Denial of Payment for New Admissions (required federal remedy if
noncompliance past the 90th day) §488.412(3)(c)
Initiate Receivership Sale (Section 21751);
Additional enforcement action from Menu 5.

/

196

Menu 4: If "Substantial rCmoliance" is not found at standard or abbreviated surveyFederal Enforcement Remedies (§488.408)
Category I (optional for F and G; required for D and E):
2
- Directed Plan of Correction ;
- Directed In-Service Training2 ;
- State Monitoring

/

Category 2 (required for F and G; optional for D and E):
_ Denial of Payment for New Admissions
Other
-Nurse

Aide Training Lockout'

State Enforcement Remedies (Public Act 368 of 1978):
- Correction Order or Notice To Discontinue Admissions or readmissions;
Transfer Selected Patients; Reduce Licensed Capacity; or Comply
with Specific Requirements (Section 20162 or 21799b; BOA
Policy of 1011/90);
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
If "Substantial Comliance" is not achieved at the first or subsuent revisit
-

Letter of Intent to Revoke License;
Denial of Payment for New Admissions (required federal remedy if
noncompliance past the 90th day) (§4*8412(3Xc))
Additional enforcement action from Menu 4.

If "Substantial Comliace"is not achieved by I S0 days-

Termination, if required by federal laI
Initiate Receivership Sale (Section 21751).
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Notes:
Denial of Payment for New Admissions and State Monitoring will be imposed when a facility
has been found to have provided substandard quality of care on three (3) consecutive standard
surveys.
NOTICE OF TERMINATION for failure to achieve substantial compliance within 180 days is
always included with notification of alternate remedies.

Footnotes:
'ANY survey means an annual standard survey, abbreviated survey or revisit survey. A standard
survey includes both the health survey and life safety code survey findings.
'Options: Facility developed or CRP referral
'Federal law, as specified in the Social Security Act at Section 1819(f)(2)(B) and 1919(fX2)(B),
prohibits approval of nurse aide training and competency evaluation programs and nurse aide
competency evaluation programs offered by, or in, a facility which, within the previous two
years, has operated under a Section 1819(bX4XCXiiXUl) or Section 1919(bX4XCXii) waiver, has
been subjectto an extended or partial extended survey as a result of a finding of substandard .
quality of care; has been assessed a total civil money penalty of not less than S5,000.00; has been
subject to a denial of payment, the appointment of a temporary manager or termination; or in the
case of an emergency, has been closed and/or had its residents transferred to other facilities.
REWVSO
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Remedies and Sanctions
June 12,1997
State and Federal Enforcement Actions for

Immed. Jeopardy

Actual Harm, but no
Immed. Jeopardy

-Menu 3.
POC Required.

[G]
Menu I

[i
]
Menu 2 (if SqoC) Menu 2 (if SqoC)
or .m ;-- . or
Menu I
Menu I
POC Required
POC Required

POC Required
No actual HarmPotential for more
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-

VI
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When more than one menu is indicated by the survey findings, the highest appropriate menu will
be applied.
Menu-3: If "Immediate Jeonardv" is found at ANY survey:
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction';
2
- Directed In-Service Training ;
- State Monitoring
Category 2 (optional):
- Denial of Payment for New Admissions
Category 3 (required):
- 23 Day Termination of Provider Agreement/s
Other
Nurse Aide Training Lockout3

-

State Enforcement Remedies (Public Act 368 of 1978):
- Emergency Order Limiting, Suspending or Revoking a License (Section
20168);
- Correction Order or Notice To Discontinue Admissions or readmissions;
Transfer Selected Patients; Reduce Licensed Capacity; or Coemply
with Specific Requirements (Section 20162 or 21799b; BOA
Policy of 10/1/90);
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
Validation of removal of Inmmediate Jeopardy eounts as a revidL
If Substandard Quality of Care" remains at the first revisit or thereaft=er
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction';
- Directed In-Service Traininge;
- State Monitoring

Category 2 (required)
- Denial of Payment for New Admissions
Other
-Denial of Payment for New Admissions (required federal remedy for
noncompliance past the 90th day)
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Menu 3: If "Substandard Ouality of Care" remains at the first revisit or thereafter cont:
State Enforcement Remedies (Public Act 368 of 1978):
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- Correction Order or Notice To Discontinue Admissions or readmissions;
Transfer Selected Patients; Reduce Licensed Capacity; or Comply
with Specific requirements (Section 20162 or 21799b; BOA Policy
of 10/1/90);
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
- Letter of Intent to Revoke License.
If "Substantial Comn=iance" is not found at the first revisit or thereafter
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction';
- Directed In-Service Traininge;
- State Monitoring
Category 2 (Required for F and G levels; optional for D and E levels)
-Denial of Payment for New Admissions
Other
-Denial of Payment for New Admissions (required federal remedy for
noncompliance past the 90th day)
State Enforcement Remedies (Public Act 368 of 1978):
- Appointment of a Temporary ManagedAdvisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Sec. 21799(cX4));
- Other remedial enforcement actions appropriate to the specific case,
which may include Correction Order or Notice To Discontinue
Admissions or Readmissions; Transfer Selected Patients; Reduce
Licensed Capacity, or Comply with Specific requirenats
(Sections 20162 or 21799b; BOA Policy of 10/1/90).
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Menu 2: If "Substandard Ouality of Care" is found at ANY survev
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction';
- Directed In-Service Training';
- State Monitoring
Other
- Nurse Aide Training Lockout}
State Enforcement Remedies (Public Act 368 of 1978) (Immediate Imposition):
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
- Ban On Admissions if Consistent With Dept Policy of 10/1/90;
If "Substadd Oualitv of Care" remains at the first revisit or thereafter
Federal Enforcement Remedies (§488.408)
Category I (optional):
- Directed Plan of Correction;
- Directed In-Service Traininge;
- State Monitoring
Category 2 (required):
- Denial of Payment for New Admissions
Other
-Nurse

Aide Training Lockout'
of Payment for New Admissions (reqired remedy for
noncompliance past the 90th day)

- Denial

State Enforcement Remedies (Public Act 368 of 1978):
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- Correction Order or Notice To Discontinue Admissions or
readmissions; Transfer Selected Patients; Reduce Licensed
Capacity- or Comply with Specific requirements (Sections 20162
or 21799b; BOA Policy of 10/1/90);
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
- Letter of Intent to Revoke License.
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If "Substantial Compliance" is not found at the first revisit or thereafter
Federal Enforcement Remedies (§488.408)
Category I (required for D and E levels; optional for F. G, H and I levels):
2
- Directed Plan of Correction ;
2
- Directed In-Service Training ;
- State Monitoring
Category 2 (required.for F, G, H and I levels; optional for D and E-levels)-Denial of Payment forNew Admissions
Other
-Denial of Payment forNew Admissions (required federal remedy for
noncompliance past the 90th day)
State Enforcement Remedies (Public Act 368 of 1978):
- Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
- Other remedial enforcement actions appropriate to the specific case,
which may include Correction Order or Notice To Discontinue
Admissions or Readmissions; Transfer Selected Patients; Reduce
Licensed Capacity,.or Comply with Specific requirements
(Sections 20162 or 21799b; BOA Policy of 10/1/90).
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Menu 1: If "Substantial Compliance' is not found at standard or abbreviated survev: No remedies; date certain opportunity to correct is given.
If "Substantial Compliance' is not achieved at the first revisit or thereafter
Federal Enforcement Remedies
Category I (required for D and E levels; optional for F, G, H and I levels):
- Directed Plan of Correction';
- Directed In-Service Training';
- State Monitoring

Category 2 (required for F, G, H and I levels; optional for D and E levels)
-Denial of Payment for New Admissions
Other
- Denial of Payment for New Admissions (required federal remedy for
noncompliance past the 90th day)
State Enforcement Remedies (Public Act 368 of 1978):
-Appointment of a Temporary Manager/Advisor (by referral to
Collaborative Remediation Project)
- State Patient Rights Penalties, if applicable (Section 21799(cX4));
- Other remedial enforcement actions appropriate to the specific case,
which may include Correction Order or Notice To Discontinue
Admissions or Readmissions; Transfer Selected Patients; Reduce
Licensed Capacity; or Comply with Specific requirements
(Sections 20162 or 21799b; BOA Policy of 10/1/90).
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Notes:
Denial of Payment for New Admissions and State Monitoring will be imposed when a facility
has been found to have provided substandard quality of care on three (3) consecutive standard
surveys.
NOTICE OF TERMINATION for failure to achieve substantial compliance within 180 days is
always included with notification of alternate remedies.

Footnotes:
'ANY survey means an annual standard survey, abbreviated survey or revisit survey. A :tandard
survey includes both the health survey and life safety code survey findings.
2

Options: Facility developed-or CRP referral

'Federal law, as specified in the Social Security Act at Section 18I9f)(2)(B) and 1919(f)(2)(B),
prohibits approval of nurse aide training and competency evaluation programs and nurse aide
competency evaluation programs offered by, or in, a facility which, within the previous two years, has operated under apSection 1819(bX4XCXii)(II) or Section 1919(bX4XC)(ii) waiver, has
been subject to an extended or partial extended survey as a result of a finding of substandard
quality of care; has been assessed a total civil money penalty of not less than S5,000.00; has been
subject to a denial of payment, the appointment of a temporary manager or termination; or in the
case of an emergency, has been closed and/or bad its residents transferred to other facilities.
REVSY5.612- lun 12.1997
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-The Michigan Public Health Institute has earned recognition as a trusted, honest broker between communities.
government and academic partners. This role of intermediary' Isvery important in making meaningful advances In
community health.'
-Glenn Kossick, Executive Director.
Metro Health Foundation,
MPHI Board of Directors
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The Michigan Public Health Institute (MPHII is
aprivate nonprofit research and health policy I
Institute that promotes and carries out project.'
that foster community health. The Institute has
offices in Okemos. Ann Arbor. and Detroit. and
receives all of Its funding on a project basis. In
FY 97. MPHi managed 120 projects, with annual
revenues of S16 million.
MPHI began In .1990 as a partnership of four
Institutions: Michigan State University. the
University of Michigan Wayne State University,
and the Michigan Department of Community
Health. It has evolved, and Is a trusted voice In
the dialogue between communities, policymakers. funders. and academia. MPHI also provides hands-on technical support to communities
so that they can incorporate science and bestpractice information Into decisions about community health and prevention.
MPHI has earned the trust of communities'
strictly adhering to values of collaboration. ex&,lence in science, neutrality and Integrity. It Is that
trust, built over time, which has enabled MPHI to
emerge as an effective Intermediary between
parties working to advance community health.

. z

DATA SYSTEMS. EVALWATlON, AND TRAINING
40+ staff build data systems, conduct survey
research, provide education and training, conduct
evaluation, and support community health assess-

: ent with a wide variet of dlents.
5YSTEMS REFORM
Reforming Michigan's supportive systems for
Infants, toddlers, and families through technical
assistance, evaluation, and training.
COMPREHENSIVE COMMIANiTY HEALTH MODELS
DF MICHIGAN
A Touncladortcom .. U1m-y1- IVar

11rpLu durlurn

strate local community decision-making processes
and develop comprehensive, Integrated health
delivery systems.
MICHIGAN COMMIWNITY HEALTH LEADERSHIP
INSTITUTE
Year-long leadership development program for
mid-career and senior community health professionals from the public and private sectors.
INTERACTIVE LEARNING CENTER
State-of-the-art videoconferencing. satellite
downllnking. and conference facilly serving
projects, clients, and non-profit, govemMPIVHI
ment, and corporate dients.

MICHIGAN CDMMMNITY HEALTH ELECTRONIC
LI3RARY
Growing resource for electronic access to community health data, literature, and search capabilities for MPHI projects, clients, and interested
community health professionals.
LONG TERM CARE REMEOLAWON
Collaborative partnerships to Improve the quality
of long term care services In Michigan.
CHILD AND ADDLESCENT HEALTH
Advancing Michigan capacity to prevent fetal,
infant and child death and support positive
child adolescent health behaviors and health
services.
HEALTH PROMOTION AND DISEASE PREVENTION
Support to communities and state government
In health promotion and In preventing, detecting and treating cancer, heart disease, dementia.
violence, addictions and other conditions.

U
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Child Death Review
Estabtlshesorgoing capacity at the locallevel in all 83 counties for determrining and studying the causes
of child death in Michigan, and establishes a state advisory panel for child death review. Tecnical asaistance isprovided to local Child Fatardy
Review Teams. Goats of the project include accurate idetitication
and uniform documentation of the cause of every child death; coordination of elforts among participating
agencies: Improvement of crininai investigation and prosecution of chiat abuse homicides; design arnd
Implementation of cooperative protocois for investigation of certain categoriesof child deaths; improve
conmmunication
arrrong agencres and rrrore
timeiy nrocaton of agencies when achild dies; ariddentification ofneeded changes in legislation, poicy, and practices.

Collaborative Remeiationrti Long Term Care
A Otree project program focuse on promoting quality care and services in the Wngterm caresetting. The
QgU
Remadiation
_=Ibffl Prolect assists tong term care facilities with short-term and extanded dbevetopment and iniplementaton of corrective action toward regulatory compliance. The Continuous uaul
Imoroveent_Prolect provides assistance to the State Medicaid Agency Inthe review, evaluation, and
on-site validation of the Continuous Ouality Improvement Incentive Program in which over400 Michigan

nursing homes participate annually. The Resident/Famiiv Education Project Isa program ofconsumer
education and informaiton, covering various aspects of Long Term Care regulatory policy, payment sources.
and care/servie quality Itisdelivered to consumers statewide.

Comprehertsive Commumity Health Models
The Comprehensive Community Health Modebs
of Michigan initiative was launched in1992by the WK
Ketogg Foundation. Major assumptions to be tested by the project are that 1)communities can identity
their health care needs and manage the heaith care resources to addreas them, and 2)consumers, payers, and providers of health care need to be more engaged injoint decision making related to the alloc&a
tion of resources supporting the deliveryof health care services. Three Michigan communtlies-Cathor
Muskegon, and St Ctair Counfies-were rritted to join in a partnership to irnplement tOeCC-tus M e
Core objective of the project include establishing a cormmnunity
dectsion-making process, achieving comrmunity-tde coverage, and developing a comprhensive. integrated delivery system. The coranunities are
currently irplementing activities such as a school health initiative, health purchasing alliance, pilot projects
to expand access to the uninsured, neigtboorbood health links, health promotion activities, teen sexuality
surveys, and many others to achieve these objectroes.

Crime Vwctims Services Comm
Thin project wil develop a technical support roteto assist the Crime Victims Services Community in
creating more efficient systerns for collecting and syntheszing betterquality Information and data.

Domestic Elder Abuse Research -Violence Prevention
The purpose of thi project isto lok at the hidden and sedous isue of male-to-female relationship
violence among intimate partners age 50and over.

Drug Policy-Safe Schools Evaluation Training
Provides assistar to locall
diicinplh
p a anr
dreveais acomrprehenive program torsafe schsl
using a systematic program planning and evaation model, suchas a log model. The project wil
support Michigan's prevention plan that emphasizes local choice .arndcommunity involvement and
inclde expansion of scho -communityrelationships in the area of t) needs.assessmert, 2)coalition
building. 3)program planning. and 4)evaluation ofspecific prevention programs-
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Evaluation otte Infant Support Services Program
The ntnt Support Senice (ISS)p am I desgned toprovide sppot and case coordnation senices
to ae-isk hinfts and teir tnailies In order to help reduce Intent mortality. nrbidity, and abuse and
neglect. This evaluaion examines De extent to wich Idant Support Services Ismeeting Its Intended
objectives and the effects the ptogram has on thoIhes of Oe dients Itsetes. Six hundred ofthe wxmen
and teens ao we trvwed torthe evaaion fthe Mael Sport Serv
program aconwron
prognm that provides eqpport servins to at-Rk pregnant women, wit be contdct at least one year after
their babies are bom to request Vielr partirpatio

Evaluation of the Maternal Support ServIces Program
The purpose of Phase 11t
o the evaluation of thieMaternal Support Servie (MtSS)program is to tinatize
the master datattle developed over Phase I ot the evaluation The master datatite Includes findings omrn

Interview data and medical record data corplied tkmrn
over 1,0OO
women and teens who dewerd babies in
eight hospitals in six counties throughout the state; key Infornation trornVtehospital chata Sted
Infornmtion horn Viebith certificate worksheets: clatn data hkmtMedicaid files and records tro-n
agenldes th served the MSS fentincluded in postpartum Interview. The evaluatiu examines the needs,
behaviors, attitudes. and birth outcomes of three subgroups ofwomen Interviewedr
(1)those who participated in Maternal Support Services. (2)those who were eligible for Medicaid, and (3)those who did nrot
particnpate in MSS or MedicaId.
Fetal Intant Mortality Review
Prvides state level technical assintance to enhance existing FIM~s in Michigan and expand eftorts to
encourage conamunities to estabish FDiRs. I an atternpt to inprove systems ot care that Unpact healthy
birth outcomes.

Ftremm injuty Reduction Education -Violence Prevention
The Frearm Itjury Reduuction
Education (FIRE) program
b a comnrehensive cornranuty-based initiative
aimed at reducrng
bV rtemnberotfrean ntbnries enddeath in Mdan. The FRE programuin
br*mb
led Interverdion thatincludes (1)videotaped testimonIals; (2) radio public service aretouncements and
prnxotional c pejgaln
and (3)pamrphlet
distribuin Ineli cases, target audience menbers have an
opportunityto receive a ree gun ftggrecL-d

HIV/AtDS Continuum of Care Symposia
Faclitate and administer tour,one-day symposia and a closing consenasu Symnosumn
Meeting In
February I 9S8. The symrposin witlinude national and state expert, persons with AIDS, managed
care. and AIDS serv providers presefring on topics such as the Lazsnus Effect, VocstionaJ
Rehab
andJob Trin or Pesn wth AIDSand HMO Cret Stategs nd ovativeAPProad
orLCoat eth tCae. An MPHI t tor a ll eeacone*aus bui ig discuasiontofornireonarendationa
torpnornddeveloxint.

.Q
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Health Systems Development inChild Care
Work with the Child Care Coordinating Council of Deroit-Wayne County indevising strategies for promoting safe and healthy environments orrchildren infamily child rare settings. Over three years the project
wieseek to (1) identify children, families, and child care providers to target for Immunization srmices,
insurance coverage, safety information and violence prevention: (2)ilnk children. families and hild care
providers with direct Immunization services; (3) enroll eligible Individuals in Medicaid or other
health care service coverage; (4)link famiiies with saety Inforrmaiaon
and devices for Improving the safety
of child care homes; and (5) provide training for fam'iies and child care providers on skills needed for
reducing family and community violence and how to access available prevention services.

Infant &Toddler Early Intervention System
imrpilement
and manage technical assistance and training as part of the conprehensive systern of personnel development for Early On.' The project win also inmprove
delivery of early intervention services to
infants and toddlers with disabliliies and their drmnilies.

Juvenile Justice Grants Unit Technical Assistant
This I astate-wide, mui-st demonstrdion pr t designed to reduce risks and enhance protectve iltors associated with deinriuency and youth violence. MPHI provides tecinical assistance to conmunities
in utilizing th federally-developed comrmnity Sefi-Evaluation Workbook. and in developing and impnementing independent (site-specific) evaiuation comronents
The prolect has expanded in its third year to include technical assistance to 25 sites, up from 14. The
proiect has an added coglaborative con nt withthe national evaluation of Tlre V,being conducted by
Caltier Assoc. InAlexandria, VA.

Michigan Community Health Leadership Institute
Coordinate and adnister the Michigan Commeunity
Health Leadership Institute, a year-long leadektupdevelopment program for mid-career and senror commeurityhealth professionals from the public and
private sectors.

Local Heaith Department Accreditation
Administerfunds and provide technical assistance for development and implementation ofa local health
department acrditation system to evaluate complance with program standards established for the
euird and allowabsco tharedsei puu ttoM igans Public Heaih Code.

MAP EvaluatioMn - Ml Astence Parinership
Evazu nthe
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Michigan Prevention Partners
Supports the activities of 11 substance abuse prevention community partnerships and coalitions thrugh.
out the state. Support Incfudes training and technical assistance in substance abuse prevention.
managed care and sustainabilty. MIPP assists community-based prevention groups with development ol
local policIes which wlt lead to decreased use of alcohol. tobacco and other drugs by youth and adults.
MIPP eiso plays an irortant role ih collaborating with other substance abuse prevention organizations to
coordinate prevention activIties InMachigan.

Nutrition Project
Promotes the reduction of nutritIon-related chronic disease risks Identified by Michigan's crltical health
mrrurity-based nutrition prograns,
tndicators. It provides grant fundIng to stirulate and tet innovatIve c

teaches health protessbonals to evaluate the effectiveness and Irpact ot nutrition Interventions, and coilaborares wIth expets across health and science disciplines to seek new solotuois to risky eating behaviors.

Openhig Doors
Stiltdates developrient of Innovative strategIes that reduce barriers to services for individuals considered
to be htrd to react tfor famrly plaanning servies. MPHI wIltprovide consultation and technical assistance
to funded agencdes and Is monitoring agency perlornance. A final report wiltdocument lessons earned
end Implications for fanily planning pofcy and sevie delivery.

PBB Endocrine Project
A uvey research protect sponsored by Certer for Disease Control and Emory UnIversIty. gathering sellroportrd data frornwomren Inthe hfkthgan Long Term P3£ Registry regarding hormone functioning.

Pedlattic AIDS
Evaloates the effectiveness ofthe Ryan WhIte Tie IVPediatric AIDS program to provIde cotrehensive
services to women and chidren wIth AIDS In Southeast M

Pregnancy Rlsk Assessnent Monitor Stvey
The Pregnancy Risk Assessment moring System whh suaveys 1,300 AfticarAmerican and Mite
women postpartmn aboul theirexpienoea duilng pregncyy and invoirement Inhealth and risky behavlers, has been n Natricalyb y te Mechgan Deparent of Comimunly iealth. As o0October 1, ee97,

wS be reepoebea for admindisterig the survey. The survey Incudes a written questionrale.
MhPHt
telephone ftorwup cals to norespondeds, and h-hrosplisl postparnum Interviews. Bastc frqucy
distbutionso responses wil be tabuied and Itnclued b an annual report oftnding.

RecidiVISm In Drunk Drlng Evaluation
tfordnkd dihig. identiy
gal current nd prorivakdmiondracird
Deeapthoroundh tersve
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slvehtod p g nIn d lnUwtg te tor refraL Ditertine witch prolgran jlllUdges
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SEMSHIV/AIDSNedsAsSaSsn~
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Senior Volunteer Evaluation
Provides te rf assistance to State Office of Services to the Aging on the evatuastion
ofits seniortvotun
teerprograrns rdudng development oftwosrveyisrmts vtot s nd agencies), design of
sarnping arnd
data collection procedures, arnd training Indata collectionr
Work Includes technical assistance Infoinnuating appropriate outcome measures to determine program ImpacL

Sexual Assault and Rape Prvention
MPHI. Incollaboration with the-tniverdity oftllinois at Chicago, provides evaluation technicat assis
Wance
and training to 35 agencies across the stale which received grants for rape prevention and/or rape
crisIs service defivery.

Statistical and Technical Assistance to Blue Care Network
Develop and review sampling designs; selected review, analysis and Interpretation of data; develop
and provide training and training materials Inbasic principles and uses of statistics or polcy decision makIng and consultative advice tor software selection for use Inbiostatiticali analysis.

Strong Families/Safe Children
Lead the eftorts to evaluate the Strong Farnifes/Siae Children Inlitative and.increase the capacity of cornmunities to evaluate coliaborative Initatives.

Substance Abuse Project
Providestrainingtoservice providers andadmrinistrators on ways to Implement smoke-ftree poicbies
and
nicotine addiction treatment insubstance abuse treatment agencies.

Telecommunications-TIlAP Immunization Registry
The goal istoImprove greater Detroit-area Immunization rates through Implementation ota Childhor
tramunization Information Network hat links private and public caregivers and administrators Insoutheast
Michigan. Networndng technoiogies will be matched to end user preferences and will Include Interactive
voice response, cilent-server, and other options. Prtvate-sector buy-In is being encouraged.through supportfor innmunization tractdng software selection, Installation, and training.

Tobacco Data &Evaluation
The purpose of this project isto monitor and make accessible current data on Michigan-spectfic tobacco
use, the effects of tobacco use, Impact ot tobacco reduction strategies. and to provide teedback on the
impact of Michigan-specific strategies to reduce tobacco use.

Violence Prevention: Medical Examiner Reporting
Medical exaninerinvestigations produce valuable Information useful to pubtic health otficisan,
thecrimInal
lustice system. and families of the deceased. The goal of the Michigan Medical Exaniner Database
Project isto standardize and electronicaly collect data tfrm each of the 83 county-based medical exarnIner offices. Michigan will be one of the first states with acounty-based system to have a state-wide.
voluntary medical exaniner database and a loader Inutilizing the Internet torthis type of data cotection.

Vision Project
Determines the efficiency of a new vision test Inscreening school chitdren's vision, data tfrm pilot regions
o080,000children inthe experimental group and 70,000 children inthe comparison group will be collected
and analyzed.

a

213
Collaborative Remediation Agency Project
Backaround
Nursing homes and hospital long term care units are subject to state
licensure standards as a condition of operation. These facilities are also
subject to Medicare and Medicaid provider conditions of participation if they
participate in those reimbursement programs. Standards are monitored
through on site surveys by the Department and enforced through the
imposition of penalties and remedies as provided by state and federal law.
The Collaborative Remediation Project is intended to study the possibility of
improved quality of care and compliance through increased public-private
collaboration in oversight and assistance to providers with compliance
problems; education for long term care residents and their families; and the
promotion of continuous quality improvement efforts by providers.
II.

Prolect Description
This is a two year study of collaboration between state government, health
service providers, consumers and private organizations involved in quality
assurance for nursing homes and hospital long term care facilities. The
Project began in 1997. The Project involves the establishment of a
Collaborative Remediation Project to (1) assist long-term care providers in the
achievement and maintenance of compliance with licensure and certification
requirements; (2) provide education to residents and their families regarding
appropriate care and rights; and (3) establish and administer criteria for the
Continuous Quality Improvement Program (CQIP) which awards providers
with significant quality improvement initiatives.
Start-up funding comes from fines already collected at the state and federal
levels under Medicare and Medicaid. In addition, the project will be
authorized to charge a fee to providers for the actual cost of services
provided. The Michigan Public Health Institute will undertake a pilot project
to initiate and evaluate the merits of increased public/private collaboration.
The provider oversight and assistance portion of the Project will have at least
the following characteristics: (1) The Project will utilize only advisors who
meet minimum state requirements; (2) the Project will use standards which
are equivalent to state provider requirements; (3) the fees charged for
advisor services do not exceed costs as determined by the Department;
(4) the Project will be capable of providing objective, consistent and timely
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reports to the Department on the activities of its advisors; (5) the Project will
agree to participate in reporting requirements sufficient to evaluate the
performance of its advisors; (6) the Project will have a broad-based advisory
body to assist in policy development; and (7) the Project will agree that all
reports and records related to this pilot project will be available to the public
unless prohibited by law.
For the period of the pilot project, the Department will utilize referral to the
designated Collaborative Remediation Project as an alternative remedy in its
enforcement processes.
The Project will also develop and promote training and education for long
term care residents and their families to increase the level of understanding
regarding the quality of care and residents' rights.
In addition, the Project will adopt criteria, receive applications and verify
provider eligibility for CQIP grants which will be recognized by the Medicaid
Program for its CQIP awards.
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Project Orpnization

SOURCE OF
STANDARDS

REMEDAOJ02-6t2 3. 1997

FUNDING
WIfTrAL
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Michigan Public Health Institute
Project Final Report

January 12,1999

Venoy Nursing Home Closure
66-66105-000

May 1, 1998 - December 18, 1998
L.

CRP Activity

At the request of the MDCH and MCIS, the CRP served as the temporary closure agency
at Venoy Nursing Center in Detroit, Michigan. CRP staff responded to the request and
arrived on-site on May 4, 1998. Several staff members assisted FIA and on-site staff
with the transfer of residents from May 4 through May 15, the day the last resident was
transferred from the facility. CRP has retained detailed accounts of its activity on-site
and off-site during this transition period. These records continue to be available in the
LTCQ1P office.
Subsequently, CRP staff were required by client agency staff to seize, duplicate (upon
written request) and safely store all resident records involved in the transfer during the
given time period. Also, CRP staff worked closely with legal representatives to petition
the banknrptcy court for employment records in an effort to process payroll for
employees on-site during the temporary closure period. On December 18, 1998, LTCQIP
staff released payroll checks to these individuals and original resident records were
released to the Mali Corporation's legal representative in Detroit. LTCQIP staff
witnessed the transfer of these records.
The CRP staff have concluded their activity with regards to the Venoy Nursing Center
closure. The only outstanding issues identified at this time are any expenditures for legal
services not billed as of this date, or any request for CRP Temporary Management team
members to testify in any criminal or civil actions taken against the owner by the State
Attorney General.
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Michigan Public Health Institute
Final Project Report

January 12,1999

L & L Nursing Center
96-96107-000-000
October 7, 1998- December 31, 1998
I.

CRP Activity

At the request of the MDCH and MCIS, the CRP served as the temporary closure agency
at L &L Nursing Center in Detroit, Michigan. CRP staff responded to the request and
arrived on-site on October 7, 1998. Several staff members assisted FIA and on-site staff
with the transfer of residents on October 7, 1998. All residents were transferred from the
facility on October 7. CRP staff returned to the facility on October 8, 1998 to assure the
safety and accounting of all resident belongings. The responsibility of the facility
management was returned to the owner late on October 8, 1998, concluding an on-site
investigation by MDCH staff. The CRP has retained detailed accounts of its activity onsite and off-site during this transition period. These records continue to be available in
the LTCQIP office.
Subsequently, CRP staff were required by client agency staff to seize, duplicate and
safely store all resident records involved in the transfer. Copies of all resident records
were delivered to receiving facilities on Monday, October 12, 1998. The original records
were returned to the owner's legal representative on October 14, 1998. On December 18,
1998, all copies of resident records obtained during the closure were destroyed as no
requests for additional information had been received. LTCQIP staff witnessed the
destruction of these records on December 18, 1998.
The CRP staff have concluded their activity with regards to the L &L Nursing Center
closure. The only outstanding issues identified at this time are any expenditures for legal
services not billed as of this date, or any request for CRP Temporary Management team
members to testify in any criminal or civil actions taken by the State Attorney General.

Michigan Enforcement Actions 1997 and 1998
1.1998 (After RPI) U1997 (Before RP) I
80 70 -

65

60 -

|

50 - 47
20~~4
40-

219
NEW INITIATIVES

*

Additional Surveyors

*

Increased Off-Hour and Weekend Surveys - 1998-99

*

HCFA Required Increased Revisits - 1998-99

*

Governor's Quality Care Awards

*

Reconvening Nursing Home Task Force

*

Web Page Improvements -- Publishing Survey Reports

*

Joint Provider/Surveyor Training
January 1998 - Prevention of Pressure Sores
October 1998 - Quality Assurance

*

Anticipate $10,000,000 Budget Increase for Long Term Care
Improvements

*

Nursing Home Consumer Guide

220

Michigan's Survey Budget
FY 1998-99

Michigan's nursing home enforcement budget for FY 1998-99 authorizes 8 new
nursing home surveyors for a total of not less than 97 inspectors to survey the care
and services delivered in nursing homes under state law and federal law.
The budget act also requires that complaints alleging poor care and services
occurring on nights or weekends, will be investigated on-site on nights and
weekends in keeping with the severity of the allegations.

BUDOET.WPV Fe=y

S. IS

MICHIGAN SURVEYOR STAFF
______

Regions

_____

3/2/98

X

Positions Authorized as of:

Positions Filled as of:

___ _

12/31/98

2/22199

12/31/98

Lansing

45

54

56

57

Gaylord

9

10

1O

12

Detroit

26

26

28

28

Total

so

90

94

97

0(4) New staff hired start data of 2/22199.

Michigan Departinent ofConsurner & Industry Services
Bureau of Health Systems
-prepared 2/16.9
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OFF-HOUR SURVEYS
Michigan has already implemented off-hour and weekend surveys. The
following is a summary of this activity from October 1, 1998 to
February 3, 1999.
Off-Hour Standard Surveys:

11

Off-Hour Complaint
Investigations:

12

Off-Hour Site Visits in Response
to 24-Hour Emergency Hotline:r

2

NUMBER OF REVISITS UNDER NEW POLICY
The number of revisits has significantly increased under the new federal
policy.
6/98 - 9/98
(4 months prior to change)

10/98 - 1/99
(4 months after change)

107

128 (20% increase)
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Announcing MkhinWs first-ever awards proram devoted
to recognixzig those who provide quality licensed cure to
Michigas yaegest, oldest an special citizens.
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Q ua/i,> c

March 1°.98

Dear Friend.
Michigan has a proud history of care and concern for its valued citizens: its youngest, its oldest. and those
whose individual needs call for those special places and programnsthat will provide the quality of health and
life we all want for our loved ones.
It is my privilege and pleasure to announce the first-ever Governor's Quality Care Awards to recognize those
individuals and those licensed facilities across the state that have gone beyond the-ordinary to truly enhance
the quality of life for those under their care.
Whether it be a day care center for children, a home for the aged. a nursing home. or a special needs adult
foster care facility-we know there are places where the individual comes first, where special programs enrich
the days, and where the unique atmosphere created by caring individuals is truly a model of excellence.
I call on each person who has a child, a parent, a relative, or who personally has experienced this kind of
place or who has known a special individual who has truly given "quality care" to take the time to nominate
by March 30 your choice for the Governor's Quality Care Awards. Together we can give those caring
providers and special facilities the recognition they deserve, and make their style of care the "quality

standard" for Michigan.
Sincerely,

John Engler
Governor
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I-He who would pass hs declining years with honor and comforz. should. when young, consder
dit he may one day become old, and renmember when he is old, dtat he has once been young.
-Joseph Additon

* Only licened providers will be considered.
* No self-nominations. Nominations must be madeby a resident, fanoly memberof o
resident, another provider, or. for a child, a parent or guardian
* This is a joint-awrd. While either o facility or individual maybe nominated.all nominztions must include imne of both facility and0a least oneindividual/employee.
by 11Mc 30 will be considered.
ad
* Only nominationsp_
* Fin ists will be notified by Md-April.
* Finalists will be asked to provide a comoutnity reference from an elected officiol,
lergy member or neighbor.
* Judges will towr oIl finalists to determine winners.
* Awards will be basd on size geographic location andtype of provider longterm or
daycare.) andwill be presented 010 gob event in ansingin May.

Nominaion ProC

s:

On this form or on a separate sheet of paper please answer the following questions:

1. Why shWM this facIlty or kadkol be aosdered?

2. What uil/spedal

ca

or

3. What dos this facility or

evi

sts ti

failty

dhauald do to dis

or kididdoa

the h

apart?

et qulity of ife?
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Now of Lioiod P okid beft .wmtd.
Naw of Ucemod Plmdd ir/LvI
bWng
b_
Ad*%o af Pi*ldor
Piavw Phim Nmber:_____
homie.
dy o., adt foato -m. hom ft. ftm jd)
Type of Care:

_

-wvk

Ns~bes
N=:
Relatiomdo to P:

ok__
.f~
_.
Par-)
If a fadity I nom ae plom hielidenemo of at eat -a befMdA.
td. Incbue facility mr
__

-

Vf an kdhmd is nom-

The Governor's Quality Core Awords ore sponsored by the Michigan Department of Consumer &Industry Services, in cooperotion
with leading Michigan child core and long term core associations
and advocates. CIS licenses child care homes ond centers ond a
number of long term core providers including adult foster care,
homes for the aged, and nursing homes in the State of Michigan.

I s Quolitk.,

All No

_inations
must be postnwred by March 30. 19M
Peea

to:

Nancy Dixon
Consumer &Industry Services
P.O. Box 30018
Lansing, MI 48909-7518
(517) 241-9219
(517) 241-9280-fox
.
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R" Consumer &Industry Services
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Serving Michigan...Serving You
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THE U.S. GENERAL ACCOUNTING OFFICE (GAO) VISITS
TO MICHIGAN STATE SURVEY AGENCY
Representatives of the GAO visited Michigan during the week of June 15, 1998 to
review long term care enforcement. A second visit during the week of January 11,
1999 focused on complaint investigations.
1998 GAO Visit
The focus of the review was on enforcement and the key areas are as follows:
*

To understand the types of noncompliance (scope,.

*

To review types of enforcement in response to noncompliance.

*

To determine if the Health Care Financing Administration's (HCFA)
enforcement systems are adequate.

*

To recommend changes in the system to HCFA or recommend to Congress
proposed changes to the law.

Twenty five questions (25) were submitted to Michigan prior to the visit. The
responses and documentation to the questions were compiled. Members of the
staff were also interviewed.
1999 GAO Visit
The focus of the second visit was on complaint investigations with emphasis on
the following:
*

Michigan's complaint handling process.

*

Medicare Budget and complaint costs associated with Long Term Care.

*

Michigan's response to the State Agency Quality Improvement Program
(SAQIP)- a HCFA mandated quality assurance program for performance
data.

The GAO submitted a request for a chronological listing of all complaints filed
during 1997 and 1998; Michigan's procedures for handling complaints; the data
dictionary from the state's data system (CareNet); a list of enforcement cases
generated out of complaints; Michigan's Medicare budget for 1997 and 1998,
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SAQIP reports, a copy of Michigan's 1864 signed agreement; and Michigan's
statutory references to complaint investigations for nursing homes.
The GAO representatives visited the Lansing and Detroit offices to review actual
complaint files. Copies of the material were provided. Members of staff were
interviewed.
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QUESTIONS FOR STATE SURVEY AGENCIES
Lansing. Michigan - June16 -19, 1998
Enforrement Tracking:
I Describe the Michigan process for tracking enforcement actions, from the beginning of the process wlten deficiencies
are
identified, to the end (termination or compliance). How does the Wtackingsystem handle federal and state enforcement

actions, and enforcement actions related to deficiencies found during complaint surveys?

2. Describe your use of OSCAR.
3. How many facilities have been terminated since July 1995? How many of these facilities have re-entered the system?
PPF:
4. How do you track the compliance history of nursing facilities to determine which providers meet the federal
definition of
a PPF (poorly performing facility)? What is your current definition of aPPF? How hasthis definition changed since
July 1995? Please supply a list of PPFs identified since July 1995.

State Program:
5. If Medicare certification of a facility i terminated what standards does the state agency require for readmission
to

Medicaid? Is there a state mandated waiting period?

6. How does the Michigan enforcement program differ from other state programs?
Useof State Remedy:
7. Under what circumstances do you use remedies available under your statelicensing authority in preference to federal
remedies for NFs/SNFs? Why do you prefer state remedies?
8

Pleae provide a copy of the Michigan state authority to sanction nuning home providers

9. Are state remedies effective in achieving compliance? Maintaining compliance? How do you measure effectiveness?
10. Please provide a lint of how many providem received only state enforcement action, how many were refesred to HCFA.
and how many received no sanctions since July 1995.
Compliance History
I1 1Is aprovider's compliance histoty considered at the time of licensure, re-certification, or change of ownership?
Effectiveness of 'Dte Certain' Process:
129What is Michigan's policy regarding facilties which are offered a chance to correct, hut fail to cotrect by the 'date
cesata.' What isyour undertanding of HCFA's policy? Please supply list of fteilities which have missed their date
certin' since July 1, 1995, with remedies proposed, imposed, and current stats.
Complan13. How do you integrate complaint surveys into your NH compliance process? Can complaint stveys be used as a basis for
defining PPF?
Incident Reporting
14. Does Michigan have laws which require numing homes or nuaing home pemsonnel to repoet serious incidents of
substandard care to the state?
Definition of Widespread:
15. Inaclrificationmemo'of09/12/96. HCFA"clrifiedthedefiionofsh etenowidespreasite dtoHCFA's
scope and severity grid. What inyour preent understnding of the requoement which mint be me before adeficey
at a facilty may be cited as widespread"? What effect has this had on the ability of SAs to cite problems
as
deficiencies?
HCFA Guidance:

56-728 99 -9
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16. Please supply all communications (including oral communications, ifyou have arecord) from HCFA related to nursing
borne survey and enforcement subsequent to stateoperations manual transmittal 273, June, 1995, Survey &Enforcement
Process for SNFs and NFs.
Ombudsman:
17. What isthe role of the state Ombudsman office in the survey process?
Program Evaluation:
18. Is enforcement data used to monitor trends incompliance, non-compliance, and enforcement?
19. How do you ensure consistency in enforcement actions?
20. What are the reasons for variation among the states in program outcomes, such as average number of deficiencies cited,
number of enforcement actions taken, use of the appeal system, and number of terminations?
21. What, in your opinion, has been the effect of HCFA's decision to reserve CMPs for only the most serious offenses on the
effectiveness of federal enforcement?
22. Does the enforcement system work for the most poorly performing providers? Does it motivate them to come into
compliance? To stay in compliance?
23. Does the enforcement system work for repeat violators?
24. How sbout the 'middle-of-the-road' providers - does the enforcement system work to keep them in compliance? Does it
improve the quality of nursing home care?
25. What do you see asthe strenigth and weaknesses of the current nurming home enforcement process?
Case-specific Information:
In addition to the facility specific information requested above, it is anticipated that we will need more information on specific
cases, such as PPFs and facilities that failed to meet date certain deadlines. We would like to review selected facilities with
enforcement personnel to determine any special information related to these facilities, such astheir compliance history,
ownership history, and current urtatn.

2
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GAO
GAO

lim~Uited
States
General
-cann
ames
D.C. 2054
Wit.
Heit,Zduesila, and
Human lervices Dltivi
December 21, 1998
Ms. Gladys Tboas
Director
Division of Health Facility Licensing and Certificaton
Bureau of Health System
525 Ottawa
P.O. Box 30664
Lansing. Ml 48909
Dear Ms. Thomas:
At the request of Senators Charles Grasaley. Chair, and John Breaux. Ranking
Minority Member, of the Special Committee on Aging. GA0 Is reviewing states'
processes and federal oversight relating to nursing home complaints. As part of
this review, GAO is visiting several states to further examine their nursing home
complaints process. As we discussed on the telephone earlier today. we would ie
to visit the Michigan Division of Health Facility Licensing and CrtiflcatOn fom
January 4 through January 8. 1999.
In addition to dicusaing Mchigans cmplaints hadling procedures during the
fSrst day of our visit, we would like to review complaints files for 1997 and 1998.
To prepare for our visit we have requested a chronological listing of all complaints
received during these two years (see attached lsut. We would also like to receive a
copy of the data dictionary that defines the fields available in your data system.
During our visit we wlU review and copy files documenting information from the
intake and investigation of selected complaints. In addion, we would lk to
request an electronic copy of your complaints database. Including complaints

received in 1997 and 1998.
Thank you and your staff for your assistance in regards to this request If you have
any questions regarding our study or visit, please contact John Dicken. Assistant
Director. at (2023 512-7043 or Gloria Eldridge, Evaluator. at (202) 512-3624.
Sincerely Y.us

John Dbcka
Assistant Director
Enclosure
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Initial Dat Request from ficiga Divsion of Health Faulity Licemng and
Cerciadon
List of nursing home c pnpainta (SNF. NF. SNFINF dually certified, and SNF/NF
distinct pans) listed chronologically by the daze the complaint was received from January
1, 1997 to the present.
For each complaint list the following:
1. Date complaint received (complaints will be listed chrnoloSically from this date
starting with 111i97)
2. Complaint D) 4 (Ml internal traciting trumber)
3. Faciliuy Namc
4. Facilit Medicare
5. Distict Office Lansing, Detroit, Gallard. etc.)
6. Priority level
7. Complaint referred by (Referred to I censingiCertificaion by)
S. Complaint rferred to (Refered fom Uicensing/Certification to)
9. Dwe complaint investiated
10. Complaint Investigated by'
11. Stauas (Substantiated, Usumbtiaud, Unable to Verify)
12. Complaint Code(s) (Patient Care, Abuse, Resident Rig4b. Billing. tc.)13. Federal deficiencies cited
14. State citaions or deficiencies cited
.5. Follow-up (Revisit) Required
1&Date referred to HCFA Regional Office for enforcement
17. Date complaint cosed
Complaint may have been investigated by a staff nember within Michigan
Licensing &Certilication, Ombudstln, the Facility, the Police, at a conbiation of
thde and other)
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CARE
AMERICAN ASSOCIATION FOR RESPIRATORY
11030 Ables Lane. Dalkas.TX 75229. 214/243-2272. Fox214/484-2720

WRITTEN TESTIMONY ON NURSING HOME QUALITY OF CARE
SENATE AGING COMMITTEE
(HEARING HELD3/22/99)
Provided by the American Association for Respiratory Care
The American Association for Respiratory Care (AARC), a 36,000-member professional
association of respiratory therapists welcomes the opportunity to submit written testimony
to the Senate Special Committee on Aging's hearing on the quality of care in nursing
homes.
Respiratory therapy services are provided by respiratory therapists to patients with
disorders of the cardiopulmonary system. These services include diagnostic testing,
therapeutics, monitoring, rehabilitation and patient, family, and consumer education. These
services are provided in all health care facilities and in the home. Respiratory therapists are
the only health care providers who undergo formal education and competency testing in
the delivery of these services. Indeed, the national medical standard is for these services to
be provided by credentialed and licensed respiratory therapists. This standard has existed
for decades.

Respiratory Therapy under PPS
The implementation of a Prospective Payment System (PPS) for Medicare Part A Skilled
Nursing Facility (SNFs) has unintentionally created an unsafe environment for Medicare
beneficiaries requiring respiratory therapy. Nursing home providers have always had the
responsibility to determine how the clinical needs of the parent will be met and which
health care provider will be responsible for rendering the care. But now, because PPS fails
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to accurately recognize costs for respiratory therapy services; nursing homes have a
powerful financial incentive to use caregivers who may not be qualified and are not tested
for competency in the provision of respiratory therapy services. Since no minimum
competency standards exist, some nursing home providers, faced with lower rates of
reimbursement, are substituting respiratory therapists with unqualified caregivers. In
effect, these facilities are eliminating the only professionals who posses education and
competency evaluation in this specialty.

In a letter to HCFA, Gail Wilensky, chairman of MedPac, stated that the PPS system, as
designed, could lead to lower quality of care. Dr. Wilensky states, "the shift from costbased payment to prospective rates also creates financial incentives for SNFs to stint on
the care they furnish . .." and that the system creates "incentives to ... deny admission to
patients who appear to have special needs." How can Medicare assure patient safety if
caregivers are not tested for competency in the provision of respiratory therapy?

The Danger to Patients

Patients under the care of respiratory therapists consist of a disproportionately sicker
population of patients. Moreover, respiratory therapists have responsibility for control of
life support equipment such as ventilators. Therefore, respiratory therapy services
rendered by individuals who have not documented their competency presents a very real
danger to the patients and has resulted in numerous negative clinical outcomes ranging
from the inappropriate to the deadly. Respiratory therapy, when provided by persons
without competency testing has resulted in:
I. Services that are inappropriate for the patient's condition.
2. Services that are unnecessary.
3. Increases in hospital readmission due to pulmonary complications.
4. Longer and more costly lengths of stay.
5. Increased morbidity.
6. Death of the patient.
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The following examples illustrate the harm that has come to Medicare beneficiaries who
have received respiratory therapy services from individuals who have not have to
document their competency in respiratory-therapy services.

Informationprovidedin a letterfrom a respiratory therapistin New Jersey.
A respiratory therapist who had previously been employed to provide respiratory
therapy services to patients in a nursing home was informed that her services with no
longer be required as a caregiver. The nursing home contracted for her services to
train nurses on oxygen administration and pulse oximetry, a diagnostic tool for
assessing a patient's blood oxygen level. The therapist informed the nurses that if a
patient's blood oxygen level fell below 70 percent the situation constituted a lifethreatening crisis, requiring the use of 100 percent oxygen through a mask attached to
a powerful source of oxygen. This source of oxygen needs to be an oxygen tank, not
an oxygen concentrator. An oxygen concentrator is appropriate for patients who
suffer with a limited shortness of breath, which would require only small amount of
additional oxygen. This information was provided by the respiratory therapist in
written form for each of the nursing staff for reference and for study. Furthermore a
copy of the instructions was posted at the nurses station. Later, on a routine visit for
an inventory check, the therapist was pulled aside by the nursing staff. A patient was
having labored breathing and the staff requested the assistance of the respiratory
therapist. A pulse oximetry check showed the patient's blood oxygen level was only
69%/o. He needed intensive oxygen therapy at 100 percent oxygen at 12 liters per
minute via mask from an oxygen tank. The director of nursing thanked the therapist
for her assistance, and said that had she not been there at that time, the nurses would
have set the patient up on two liters of nasal oxygen attached to an oxygen
concentrator. In the opinion of this therapist, with may years of clinical experience,
had the patient only received two liters of oxygen via a concentrator, the beneficiary
would have suffered cardiac arrest and probably died.
Information takenfrom a letterfrom a respiratorytherapistin Arizona
A Medicare beneficiary in a nursing home had a tracheostomy, i.e., a surgically opened
hole the neck from which to breathe. The respiratory therapist was requested to
provide services to the patient on a Wednesday, at which'time she suctioned the mucus
from the airway. Thereafter, the therapist was informed that her services would not be
required again, as the nursing staff was capable of caring for the respiratory needs of
the patient. Thirty-six hours later, the therapist was called by a nurse to assess the
patient's breathing status. His fingers were blue and his breathing was extremely
labored. The therapist noticed that the suction canister was empty, indicating that he
had not been suctioned in the 36 hours since she had done the procedure. A pulse
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oximetry reading showed a blood oxygen level of 59 percent. The therapist
immediately began to suction the patient, retrieving nearly a cup of mucus. The next
day, the patient was dead. Probable cause of death: an occluded airway.
HCFA staff reportingon a delinquency at a Californianursing home, Jan. 23, 1997.
"In conclusion, the facility's nursing staff failed to provide adequate respiratory
services to residents who were severely compromised. Nurses were administering
oxygen therapy based on what they thought shortness of breath meant and if the
resident with turning 'blue'. To one nurse interviewed, shortness of breath was 'if
someone is breathing for 20 breaths per minute'. For another nurse, shortness of
breath was 'if someone is breathing for 30 breaths per minute'.
"Rarely was oxygen administered based on the resident's oxygen saturation. In most
cases, no repeat oxygen saturations were done by the nursing staff to see if the
resident was getting enough oxygen after the oxygen was administered. The nursing
staff also failed to obtain physician orders for oxygen once it was started in a number
of cases. In two cases, the nursing staff administered oxygen per face mask at low
liter flows, thereby jeopardizing residents whose respiratory status was already
compromised. There were few long assessments done for residents with acute and
chronic respiratory symptoms.
"Observations of the nurses administering respiratory treatments, whether metered
dose inhalers or hand-held nebulizers, revealed that they were not given according to
the standards of practice or per the facility's own policies and procedures."

The only way to assure the safe and effective delivery of respiratory therapy is to test care
providers for competence. And the only way to ensure care providers are tested for
competence is to insist on minimum competency standards for all health care providers. It
is that simple.
No objective evidence exists supporting the competency of health care personnel in the
provision of respiratory therapy other than respiratory therapists.
The AARC has attempted to work with the Health Care Financing Administration
(HCFA) to incorporate minimum competency requirements in the current regulations.
After 18 months of discussion HCFA staff informed the AARC that the agency did not
have the regulatory authority to expeditiously insert competency requirements into the
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regulations governing nursing home operations. HCFA staff advised the AARC that
legislation was the only alternative.

While the efforts of both the respiratory therapy and consumer community continue to
advocate for minimum competency standards, the health and safety of Medicare
beneficiaries currently residing in nursing homes remains in jeopardy. The AARC
commends the efforts of the Select Committee on Aging to improve the quality of nursing
home care for this nation's elderly. We hope that you might move the issue of competency
testing forward so that Medicare beneficiaries can receive the standard of care that other
Americans now receive.
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TESTIMONY of CAROL BENNER, SCAM, DIRECTOR
LICENSING AND CERTIFICATION ADMINISTRATION
DEPARTMENT OF HEALTH AND MENTAL HYGIENE
STATE OF MARYLAND
BEFORE
THE SENATE SPECIAL COMMITTEE ON AGING

MARCH 22, 1999
Thank you for the opportunity to provide this written testimony fir this me important
hearing Effective and responsive complaint investigation and enforcement systes are vitaly
important and indeed integral to high quality nursing home care for our fail, vulnerable and
elderly citizens. It is my hope that my comments and suggestion which follow will encourage the
States, Congress, and HCFA to work together to improve the complaint investigation and
enforcement systems and, as a result, increase quality.
Recently much has boen said and written about the failure of the current system to
adequately protect our nation's elderly citizens. The State Agencies are blamed for the inability to
carry out their responsibilities; Congress for the lack of adequate fading, and HCFA for the lack
of direction. However, we should not forget that we have made great strides in significantly
improving the quality of nursing home care in this country in the past ten years In Maryland,
since the beginning ofthe decade, we have repeatedly targeted nursing homes with records of poor
performance to either bring them into compliance or, through appropriate sanctions, to protect the
health and safety ofthe residents This effort has been well documented.
As you well know, in mid-1998 in this continuing effort to improve quality in nursing
homes, President Clinton and Congress substantially revised the nursing home regulation
enforcement system. Though seemingly well-intentioned, this initiave had a direct and palpable
impact on Maryland's survey activities and ability to carry out those activities. The diminished
flexibility of the enforcement penalty protocols, implemented as part of the initiative, has resulted
in more nursing homes facing the possibility of ternination from the Medicare and Medicaid
programs. Consequently, because more nursing homes are facing termination, our surveyors are
performig more frequent and extensive re-visits to those nursing homes. Despite the substantial
increase in staff time in performing these re-visits, inadequate resources and staff have been
provided. Unfortunately, the natural consequence of this increased workload for our survey staff
is delayed or postponed annual and complaint surveys of other nursing homes. While we make
every effort possible to prevent annual or complaint survey delays, we nonetheless recognize that
delays inevitably have occurred.
To illustrate the consequences ofthis enforcement focus shift under the new initiative,
Maryland has had three nursing home closures within the past three months. Prior to January of
this year, nine nursing homes had closed in Maryland in the past eight years. While these three
closures were ultimately in the best interest of the residents, the survey and follow-up activities,
performed before the closures, consumed an untold number of staff hours Immediately prior to
the closures, in order to safely and sensitively relocate the residents ofthe homes, our professional
survey staff was needed to plan, implement and monitor the resident relocatio At some points,
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staff was available in the nursing homes on a 24-hour a day basis. For just one of these nursing
home closures alone, we calculated that 650 person hours of survey staff time were spent in
relocation efforts and activities. We recognize that the time spent in relocation activities is
essential to a safe and orderly transfer of residents; however, when so much time is spent
performing these functions, we cannot spend as much time as we believe is necessary an annual or
complaint surveys. UnIfortunately, it comes down to a question of priorities and, faced with the
very real possibility ofnursing home closures, these activities are taking precedence.
On March 16,1999, days after the current draft GAO report was sent to HCFA, HCFA
issued a new complaint policy. If implemented, this new complaint policy will only serve to divert
resources frion the Clinton initiative. Furthermore, in these past few months when assistance and
direction in the new initiative has been most needed, it has been difficult to discern HCFA's
enforcement policies. In particular, HCFA Region m has changed the revisit policy several times
since August, 1998. Additionally, HCFA's policy concerning nursing home terminations for low
level ('Tr and NE" level) deficiencies remains unclear. Now with this new complaint policy,
states will have a third area of concern.
Within this atmosphere in which our survey unit must function, it should not be surpnsing
that, while Maryland remains committed to investigating complaints and believes that a strong
complaint investigation unit is vital to nursing home regulation enfmet, complaint surveys
have, nonetheless, been postponed or delayed. However, this situation need not continue and can
be swiftly conected with two vital tools - resources and clear direction.
First, as Maryland's situation illustrates, the states need additional survey staff to handle
the increased responsibilities and finctions; HCFA and Congress expect the states to perform. The
more surveyors we have in the field, the more complaints will be investigated and, consequently,
the more quality will mprove, The states cannot be expected to continue adding staff to respond
to the federal initiative; therefore, federal money to fund positions 100% for additional staff is
essential to effective quality oversight of nursing homes.
Second, HCFA needs to communicate to states a clear, reasonable and fair policy on
nursing home enforcement actions and re-visis. Our surveyors cannot keep returning to nursig
homes three and four times for follow-up surveys after a finding of noncompliance. HCFA must
decide when and under what circumstances allegations of compliance will be accepted and, in
addition, must set a policy for maximum number of re-visits that may occur within the six month
survey cycle. Only with clear and decisive direction from HCFA will consumers, states and the
nursing home industry be able to have confidence in the survey system and know what to expect
from that system
Again, I appreciate this opportunity to provide input to your committee on these serious
issues that affect the health and safety of nursing home residents. This testimony, though perhaps
candid, is an effort to state the problem in as clear and concise terms as possible. I am confident
that with additional resources for staff and with direction from HCFA on a reasonable enforcement
policy, we can continue to assure good quality nursing home care to our most vulnerable citizens.
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STATEMENT OF THE NATIONAL SENIOR CITIZENS LAW CENTER
Last week, the General Accounting Office released a report reaffirming what it found
last summer: that the federal enforcement system for nursing facilities, put in place
by
the Health Care Financing Administration in July 1995, fails to assure that nursing
facilities provide high quality of care and high quality of life to the nation's 1.6 million
residents.' Instead, the GAO reported, the federal enforcement system tolerates
abusive and neglectful care - more than one-quarter of facilities nationwide had
deficiencies causing actual harm to residents or placing residents at risk of death or
serious injury - and deficiencies often continue year after year - 40% of facilities
were cited were cited repeatedly. Although federal law authorizes a broad range that
of
remedies when federal or state agencies cite these deficiencies, few remedies are
ever
actually imposed. Last summer, the GAO reported that 98% of California facilities cited
with deficiencies between July 1995 and April 1998 were given a reprieve; nationally,
99% of facilities with deficiencies were granted a grace period under the federal
government's lenient system of enforcement.2
While the GAO has identified the shocking inadequacy of the public enforcement
system, its four recommendations are far too restrained to correct these abuses. For
example, the GAO suggested that HCFA require states to refer facilities to the federal
government 'for possible sanction . . .if they have been cited for a deficiency that
contributed to a resident's death."' The regulatory system must intervene at an earlier
'General Accounting Office, Nursing Homes: Additional Steps Needed to Strengthen
Enforcement ofFederal Quality Standards, GAO/HEHS-99-46 (Mar. 1999).
2 General Accounting Office,California Nursing Homes: Care Problems
Persist Despite Federal
and State Oversight, 26, GAO/HEHS-98-202 (Jul. 1998).

' General Accounting Office, Nursing Homes: Additional Steps Needed to Strengthen
Enforcement ofFederal Quality Standands.
24, GAO/HEHs-99-4e (Mar.1999).
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time to prevent bad outcomes for residents that are avoidable.
If a bad outcome occurs that could have been avoided if the facility had provided proper
care, a variety of legal remedies exists against the facility's owners, management, and
staff: criminal prosecution, wrongful death litigation, and civil liability under the Federal
False Claims Act, to name a few. In contrast to these legal remedies, which punish bad
outcomes that have already occurred, the public regulatory system has as its goal and
purpose preventing avoidable bad outcomes.
The California Supreme Court affirmed the importance of prevention in a 1997 ruling on
the state's nursing home regulatory system. Rejecting an argument by the nursing
home industry that residents could enforce their rights through the tort system, the
California Supreme Court held that suggesting that residents assume responsibility for
enforcing state law 'is to abrogate the most basic and traditional police power of the
state - the oversight of public health and safety.... Relying on the threat of a personal
injury lawsuit to impose compliance with health and safety regulations defeats the very
purpose of the statutory scheme, i.e., preventing injury from occurring."
The regulatory goal of prevention cannot occur if the regulatory system fails to act until
death or serious harm to a resident has occurred.
The problems identified by the GAO lie in large part in HCFA's implementation of the
nursing home reform law. While the law and HCFA's final rules call for strong
enforcement at the federal and state levels, HCFA's implementation in July 1995 and
afterwards has failed to carry out the Congressional mandate. Through the State
Operations Manual issued in 1995 and a series of changes made to the manual after
that date, HCFA weakened states' and the federal government's ability to identify and
cite deficiencies and to impose appropriate sanctions for noncompliance with federal
standards of care. HCFA effectively reinstated the enforcement system that Congress
had rejected and replaced in the 1987 reform legislation.
The President's Nursing Home Initiative, announced on July 21, 1998 and reaffirmed on
March 16, 1999, has begun to reverse that pattern and to make a number of changes to
the federal survey and enforcement systems. One of the strongest actions to date is
publication of new final rules on March 18, 1999 that give states and HCFA expanded
authority to impose per instance civil money penalties of $1000 to $10,000 for
deficiencies, without regard to whether actual harm has already occurred and without
5
first giving facilities an opportunity to correct. In its written response to last week's
GAO report, HCFA said it would revise its guidance on enforcement: Thedguidance will
4 California Association of Heal Facilies V. Depaent of Healt Sevices, 940 P.2d 323865
Cal.Rpts. 872, 885, quotingKizerv. CountyofSan Mateo, 53Cal.3d 139,150(1991)[emphasis
supplied].
64 Fed. Reg. 13,354 (Mar. 18,1999).
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make the assumption that unless a faculitv has no actual harm on the current survey it
would not automatically be aiven an opportunitv to correct before sanctions are
igmosed. This is another step in the right direction. But more needs to be done.
Recommendatlons
Additional changes to the public regulatory system are needed to strengthen the
regulatory system and to make facilities more accountable for the quality of care they
provide:

* Congress must direct HCFA to rewrite the State Operations Manual to require
and assure the swift and effective imposition of remedies; to reduce the
excessive complexity and unnecessary paperwork in the existing system; and to
assure a more meaningful and appropriate relationship between the state survey
agencies and the federal government. Such revisions wculd make HCFA's
guidance conform the manual to the mandates of the 1987 reform law.
* HCFA must use the full range of intermediate sanctions, earlier and more
effectively, instead of relying on termination.
* Congress must appropriate more money for survey and enforcement activities
at both the state and federal levels;
* More administrative law judges must be hired and must be given
comprehensive training to hear nursing home cases (there are only 3.5
administrative law judges at present to hear cases for the entire country and a
10-year backlog in hearings involving civil money penalties); and
* HCFA must strengthen the complaint investigation system so that it operates
quickly and effectively to identify and sanction care problems. In particular,.
complaint investigators need training to learn how to validate and substantiate
complaints when they do not personally witness deficiencies.
Conclusion
We thank the Members of Congress who requested that the General Accounting Office
conduct a comprehensive evaluation of the federal nursing home enforcement system
and the complaint system. We congratulate them for bringing attention to continuing
serious problems of quality of care and quality of life in nursing facilities and to the need
to strengthen public oversight and enforcement activity. We also thank the President
6 General Accounting Office, Nursing Homes: Additional Steps Needed to Strengthen
Enforcement of Federal Quality Standards, 35.GAO/HEHS-99-46 (Mar.1999) lemphasis Inodginasl.

3

243
National Senior Citizens Law Center

for his Nursing Home Initiative last summer that recognized the shortcomings in the
existing enforcement system and called for substantial and fundamental changes to
strengthen it. The Initiative has begun to bring about some of the changes that are
needed, but many more changes are necessary.
We are hopeful that the continued attention brought to these concerns at last week's
briefing on the GAO report and at today's hearing will lead to a strengthened public
regulatory system, to increased federal funding for these important regulatory activities,
and ultimately, and most importantly, to better lives for our nation's million and a half
nursing home residents.
Toby S. Edelman
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Dear Senator Grassley:
On behalf of the Nutrition Screening Initiative (NSI), a project of the American
Academy of Family Physicians, the American Dietetic Association, and the
National Council on the Aging, thank you for including this letter and the
ached
fact sheets in the Congressional Record pertaining to the March 22"
Senate Special Committee on Aging hearing, Residets at Risk: Weakness
in Nursing Homes; Complaint, Investigation and Enforcement'
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We would like to call the Committee's attention to NSI's recent work to develop
a new educational tool: the Nutrition CareAlerts. NSI is creating this tool in
collaboration with an advisory board of long-term care organizations whose
members are responsible for the care ofnursing facility residents. Our objective
is to raise awareness about the risk factors and interventions appropriate for
nursing facility residents with certain nutrttion-related conditions, including
those identified in the most recent GAO report, 'Nursing Homes: Additional
Steps Needed to Strengthen Enforcement of Federal Quality Standards."
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Specifically, the Nutrition Care Alerts will help front-line caregivers identify on
a daily basis residents at risk for - or already suffering from - unintentional
weight loss, dehydration, pressure ulcers, and tube feeling complications. The
tool will also provide suggested interventions that could be implemented by
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pharmacists, etc.), since improving and maintaining the nutritional health of elders is often a
formidable task that requires the skills of health professionals across several disciplines. We
plan to begin distributing the Nutrition CareAlerts this Summer.
In addition to the CareAlerts, The American Dietetic Association's Long Term Care Task Force
is developing nutrition risk assessment and intervention tools. These tools will be used by
nutrition professionals to identify nursing home residents at nutritional risk and provide
appropriate multidisciplinary intervention strategies.
The Nutrition CareAlerts and the ADA's risk assessment and intervention tools represent just
one step in the process of creating and sharing practical solutions to the challenges of providing
quality care to nursing home residents. It is essential that these efforts and others like them
receive support from the Committee and the agencies that regulate nursing home care.
Additionally, we ask the Committee to bear in mind the serious challenges facing nursing homes
and the professionals who care for the aging population as we work to develop and implement
solutions.
These challenges include:
1. The demands of caring for an older and sicker population are becoming increasingly
complex. For many areas of care, such as nutrition care, new standards ofquality care and
practice guidelines must be integrated in OBRA regulations, accreditation standards,
reimbursement policies, and training of professionals and volunteers caring for elders in
nursing facilities. Currently, the Minimum Data Set collects patient information; it does not
assess patient status or measure quality care.
2. Studies have observed 54% to 85% of elders are malnourished when they enter nursing
facilities. Nutrition screening, assessment and the incorporation of medical nutrition therapy
and other nutrition interventions into patient care plans must become routine for every
nursing home resident
3. Nutrition care is more than feeding. It encompasses nutrition screening, assessment and,
most importantly, a range of interventions that include enteral and parenteral nutrition
therapy when necessary, as well as medications management, psychological and social
counseling, physical therapy, and dental treatment. Attention must be paid not only to
staffing of patient feeding programs but to insuring that dietitians and nurses provide
nutrition care, before nutrition-related health problems reach crisis levels.
4. Poor nutritional status can be an unavoidable, albeit an undesirable consequence of natural
disease progression. Therefore, weight loss does not always indicate poor quality care.
Weight loss which goes undetected however, is an indicator of poor quality care. Again, we
encourage you to recommend that nursing facilities routinely conduct nutrition screening and
be held accountable for incorporating medical nutrition therapy into patient care plans when
appropriate. Reimbursement policies should be changed to ensure this vital care is provided.
Specifically, reimbursement for oral supplementation with medical nutritional products and
2
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increased reimbursements for enteral tube feedings, including disease-specific products, are
essential.
5. While most pressure ulcers can be prevented, even the most vigilant nursing care may not
prevent the development and worsening of ulcers in some very high-risk individuals. In
those cases, intensive therapy must be aimed at reducing risk factors, at preventive measures,
and at treatment. However, when an individual is in the latter stages of a terminal illness, the
primary goal of therapy may be to promote comfort and prevent pain. In this case, strategies
to prevent pressure ulcers may not be consistent with the goal of promoting comfort.
Enclosed are several fact sheets providing an overview of the nutritional status of both
institutionalized and non-institutionalized older Americans and the challenges poor nutritional
status presents the nation's health care system. These fact sheets clarify that in order to maintain
the nutritional status of elders in nursing facilities, not only must we strengthen current
regulations related to nutrition care, but we must also support collaborative efforts like the
Nutrition Care Alerts and the ADA's risk assessment and intervention tools that will help care
providers prevent nutrition-related conditions. Furthermore; nutritional status must be
monitored, appropriate interventions must be provided, and reimbursement must be adequate to
assure that quality of care and quality of life are achieved for our nation's elders living in nursing
facilities.
Thank you for your consideration
Sincerely,

David Smith
Director
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A Profile of Nursing Fadilty Residentsa Vulnerable to Malnutrition and Nutdtion.Rdated
Health Problemn
Among persons aged 65 years, about 40% can expect to enter a nursing facility at some time.
Slightly half of these older adults are expected to stay in a facility for at least I year and about
one-fifth may stay at least 5 years. (Reuben)
The most rapidly growing segment of the population is the age group 85 years ofage or older,
this age group also has the highest rate of institutionalization, approximately 25%. (Reuben)
Between one-quarter and one-third of nursing facility residents have a low Body Mass Index,
while 10 -14 %experience significant weight loss. A low BM1 and severe weight loss are
sometimes unavoidable symptoms of clinical conditions such as end stage renal disease, chronic
obstructive pulmonary disorder, cancer, or congestive heart failure, or the result of a resident's
end-of-life directives to refuse artificial nutrition and hydration. (Hawes)
Approximately 70% of nursing facility residents have some type of organic brain disorder usually
accompanied by dementia, (AARP)
Confusion, the single most common symptom of brain disorder, affects 44% of residens These
residents may also suffer from anorexia and involuntary weight loss, conditions that occur more
frequently outside the long-term care facility (66%) before their admission. (Bartleu)
As many as 50% of Americans have lost all their teeth by the age of 65. Poor oral health can
contribute significantly to nutritional decline. (Fisher)
It is estimated that 40% to 60% of older adults in long-term care facilities may experience
dysphagia during eating. Nutrition restrictions, coupled with sensory losses, may result in
limited food enjoyment and compromised food intake. (The American Dietetic Association)
As many as 50% of nursing facility residents need help with 4 or more activities of daily living.
(Fisher) As Medicare and Medicaid eligibility criteria become more stringent, only the sickest
patients will be admitted to nursing facilities, causing the patient populations to be even more
debilitated and medically unstable. (Fisher)
The incidence of eating disability in nursing facilities is high. One survey documented that 50%
of skilled nursing facility residents require eating assistance. (Varma)
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Among older adults in nursing facilities, development of pressure ulcers are associated with a
greater risk of death within one year. (Thomas) Although pressure ulcers have multiple causes,
nutritional status is a contributing factor. One study found that time to healing was significantly
reduced in patients who had a good nutritional status. (van Rijswijk)
One significant predictor of death due to nonvascular causes in a malnourished patient in a
nursing facility is a low cholesterol level. (Raiha)
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Nutrition-Related Health Problems Among The Elderly: Expensive &Preventable
Older Americans, due to the many environmental social. economic and physical changes of aging,
are at disproportionate risk of poor nutrition that can adversely affect their health and vitality. The
American population will increase by almost 50 percent from 1995 to 2050, while the 65 and older
age group will increase by 135 percent There are currently over 3 million Americans over 85. This
number is expected to reach over 8million by 2030. and over 18million by 2050. The population of
Americans age 85 and over will increase by 401 percent from 1995 to 2050. (AAHSA)
Even though older Americans cureently make up only 13% of the population, they consume 36% of
the country's health care resources. Maintaining the good health and independence of this
population is critically important to the stability of the US. health care system. (US Department of
Health and Human Services)
Randomized, controlled clinical trials have shown that malnourished older Americans have
increased medical and surgical complications (Gailagher-A~lred), higher rates of morbidity and
mortality (Quesenberry), increased functional dependence (Jensen), and higher rates of hospital
readmission (Sullivan).
In 1993, a national survey commissioned by the Nutrition Screening Initiative of 750 geriatric
doctors, nurses and administrators of hospitals, nursing homes and home care agencies reported that
one infourof their elderly patients suffer from malnutrition as do one half of elderiy hospital
patients and two infive nursing home residents. (Hart)
Poor nutritional status among America's seniors includes not only nutritional deficiencies,
dehydration, underoutrition, and nutritional imbalanmces, but also obesity and other excesses such as
alcohol abuse. In addition, inappropriate dietary intakes for conditions that have nutritional
implications and the presence of an underiying physical or mental illness with treatable nutritional
implications are common treatable problems. (US Preventive Services Task Force)
A report of the US. Senate Committee on Education and Labor stated that '85% of the older
population have one or more chronic conditions that have beendocumented to benefit from nutrition
interventions.' (US Congress, Committee on Education and Labor)
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In Health, People 20O0: National Health PromotionandDiseae Prevention Objectives, nutrition
screening was emphasized as a necessary, routine component of primary care because so few
physicians or other health professionals ask about nutrition. (US Public Health Service)
As a component of nutrition care, nutrition screening makes early intervention possible, thus
ensuring timely access to health services. preventing serious nutrition-related health problems and
promoting management of chronic diseases and good health. (Coombs)
The Lewin Group projects the net cot of extending coverage of medical nutrition therapy to all
Medicare beneficiaries at less the $370 million over seven yeats, when savings are considered. After
the third year of coverage. the study estimates that savings would be greater than costs. The study
projects that the initial investment required to Medicare Part B. which covers outpatient care. will
yield significant savings to Medicare Past A, which covers inpatient costs. The total savings to the
Medicare program come from reduced hospital admissions and reduced complications requiring a
doctor's visit. (Lewin Group)
A 1996 study conducted by the Barents Group of Peat Marwick documents that the consistent
and appropriate use of medical foods for hospitalized patients prevents complications in the
treatment of those critically ill and injured. The study estimated the routine provision of medical
foods would save $1.3 billion in health care dollars by the year 2002. Nutrition intervention for a
wide variety of diseases and conditions including hip fracture, cardiovascular diseases.
pulmonary and renal infections, and endocrine and metabolic disorders were found to be
clinically sad cost effective. (Barents Group)
Federal programs to combat hunger and food insecurity reach only one-third of needy older
adults. (Burt)
The cost of providing nutritious home-delivered meals to a person for I year equals the cost of
one in-hospital day. (Ibe American Dietetic Association)
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Older Americanis: Disproportionately at Risk for Poor Nutritional Status
Risk factors for poor nutritional status axe characteristics or occurrences which indicate that someone
Is at risk for or is already in a poor nutritional state. Risk factors for older Americans include:
inappropriate food intake; poverty; social isolation; poor mental bealth; poor oral health;
dependence/disability; acute/chronic disease or conditions; medication use; and advanced age. The
greater the number of these risk factors, and the longer they persist, the greater the likelihood that
poor nutritional status will ensue. (Dwyer)
In 1993. a national survey commissioned by the Nutrition Screening Initiative of 750 geriatric
doctors, nurses and administrators of hospitals. nursing homes and home case agencies reported that
one injourof their elderly patients suffer from malnutrition as do one halfof elderly hospital
patients and two in five nursing home residents. (Hart)
About 9.4 million older people live alone. Nearly half of Americans over the age of 85 live
alone. (AAHSA) Being with people daily has a positive effect on morale, well-being and eating.
As many as 50% of Americans have lost all their teeth by the age of 65 years. Poor oral health
can contribute significantly to nutritional decline. (Fisher)
One of every five older persons has trouble walking. shopping, buying and cooking food.
(Nutrition Screening Initiative)
An evaluation of the Elderly Nutrition Program of the Older Americans Act (congregate and
home delivered meals) indicates that 67 %to 88 %of the participants are at moderate to high
nutritional risk. One survey found that almost two-thirds of those responding had a weight
outside the healthful range and that 18 %to 32 %had involuntarily gained or lost 10 pounds
within 6 months before the survey. (Ponza)
41% of congregate and 59% of home-delivered meal participants reported having three or more
diagnosed, chronic illnesses or conditions. (Ponza)
It is estimated that 40% of older adults have inappropriate dietary intakes of 3 or more nutrients.
Poorly nourished adults have higher morbidity and mortality rates than do their optimally
nourished counterparts. (White)
Only 13% of older adults eats the minimum amount of fruit and vegetables recommended by the
Food Guide Pyramid. (Nutrition Screening Initiative)
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Approximately 3.7 million (I1.7%) elderly persons live below the poverty leveL Another 2.2
million (7%) of older Americans are considered "near poor." (AAHSA)
National projections from local surveys by the Urban Institute indicate that 2.5 -4.9 million older
adults experience food insecurity, the inability to access a nutritionally adequate, culturally
compatible dieL (Burt)
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A Proae of Nursing Fadlitles: A Record of Problems and Progress
As defined by the American Health Care Association, long-term care services target persons who
have lost the capacity to function on their own as a result of chronic illness or conditions that
require intervention for an extended period. Assisted living, sub-acute rehabilitative care
facilities, and nursing facilities all fall within the rubric of long-term cam There are 16.995
nursing facilities in the US.
1.6 million increasingly frail Americans live in long-term care facilities, a number that will rise
sharply as the country ages.
Since 1985, the number of nursing facilities decreased by 13 %while the number of beds
increased by 9%. The number of nursing facility residents was up only 4 %between 1985 and
1995, despite an 18 %increase in the population aged 65 years and over. Many older adults
receive care at home, leaving only the most frail elders to reside in nursing facilities.
Enacted by Congress in 1987, the Omnibus Budget Reconciliation Act (OBRA) reforms made
substantial ongoing changes to the rules that apply to facilities that receive Medicare andlor
Medicaid funding. Among the problems addressed in OBRA are deficiencies in food service.
sanitation and attention to the nutritional needs of residents.
OBRA-87 reforms sought to shift the survey process from focusing on a facility's paper
compliance to focusing on resident-centered outcomes. The new monitoring systems were
expected to provide more accurate information on the day-to-day lives of residents and a more
accurate picture of the adequacy of a facility's performance.
The mandated resident assessment inventory (RAI) includes a multi-page Minimum Data Set
(MDS) that assesses resident's health status including oral and nutritional satus In addition, for
residents with nutritional risk factors or problems identified on the MDS. the RAI suggests that
additional, highly focused assessments and resident assessment protocols (RAPs) be completed
to identify reversible or treatable causes of nutritional problems and guide care plan decisions.
OBRA-87 reforms also specified the development and implementation of an enforcement system
that was intended to provide the states and federal government with tools that would encourage
facilities to attain and maintain compliance with the quality of care standards.
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The percentage of facilities cited for deficiencies under the regulations covering
1.) dietary services, and 2) and nutritional adequacy of meals have dropped from 15% of the
facilities in 1991 to 9% and 5%. respectively in 1996.
Since the implementation of OBRA-87, there have been overall improvements and
improvements in the quality of nutritional care and in related resident outcomes. A greater
proportion of residents with nutritional problems or risk factors now have some type ofcare plan
in place to address malnutrition and dehydration. And somewhat fewer residents are
malnourished now, compared to the period prior to OBRA-87.
Variations stiDexist among facilities in the proportion of residents with potential nutritionrelated problems. While some variation may be associated with differences in resident case mix,
it is extremely unlikely that great disparities are associated only with the underlying mix of
residents. It is much more likely that these disparities represent real differences in the quality of
care and services provided. It suggests that the care practices provided in the best scoring
facilities can reasonably be applied more broadly, and improved nutritional status can be realized.
for many nursing home residents.

255

I

NUTRITION

SCREENING
1x INITIATIVE
IOfW
1010

sui

an Avnu, tW

NO

W205

, DC 20507

20M/625-1662

Defnidtions of Nutridon Care
PoorNutritional Status includes not only deficiency, dehydration. undemnutrition and nutritional
imbalances, but also obesity and other excesses such as alcohol abuse. In addition, inappropriate
dietary intakes for conditions that have nutritional implications and the presence of an underlying
physical or mental illnesses with treatable nutritional implications are included. Fnally, it also
encompasses evidence that nutritional status may be deteriorating over a patient's life. Such
evidence may be derived from clear-cut objective clinical signs, by nonspecific clinical evidence,
by responses to direct, specific questions about diet and nutrition (even if complaints are not
volunteered), and by reliable reports from third parties (family, friends, caregivers, and social
workers).
Risk Factorsof PoorNutritionalStatus are characteristics that are associated with an increased
likelihood of poor nutritional status. They include the presence of acute or chronic diseases and
conditions. inadequate or inappropriate food intake, poverty, dependence/disability, and chronic
medication use.
IndicatorsofPoorNutritionalStatus are generally quantitative and provide evidence that poor
nutritional status is present. Indicators include dietary, clinical, anthropometric, and biochemical
parameters, as well as the existence of nutrition-related conditions or diseases. Changes in
indicators are usually quantifiable, and, if abnormal to a certain defined extent, mandate
consideration of nutritional factors. Minor indicators are less specific and/or quantifiable, and
include some individual specific nutritional deficits.
Nutrition Screening is the process of identifying characteristics known to be associated with
dietary or nutritional problems. Its purpose is to differentiate individuals who are at high risk of
nutritional problems or who have poor nutritional status. For those with poor nutritional status,
screening reveals the need for an in-depth nutrition assessment which may require medical
diagnosis and treatment as well as nutrition counseling, as a specific component in a
comprehensive health care plan
NutritionAssetsment is the measurement of indicators of dietary or nutrition-related factors to
identify the presence, nature, and extent of impaired nutritional status of any type, and to obtain
the information needed for intervention, planning and improvement of nutritional care.
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Nutrition Intervention is an action taken to decrease the risk of or to treat poor nutritional status
Nutrition interventions address the multifactorial causes of nutritional problems and therefore
include actions that may be taken by many different health and social service professionals as
well as family and community members A wide range of intervention actions, from utilization
of congregate meal programs and home care services, to dental services and pharmacist advice,
to nutrition education and nutrition counseling, to specialized medical and/or dietary treatment,
e.g. enteral nutrition therapy, are al examples of nutrition interventions.
Medical Nutrition Therapy is a part of a patient's overall medical care. It is the process that
dietitians . physicians and other trained health professionals use to assess the patient's nutritional
status and optimize nutrient intakes, either through diet modification and counseling or
specialized medical feeding. Medical nutrition therapy may, but does not always, include the use
of medical foods.
Nutrition Education imparts information about foods and nutrients, diets, lifestyle factors,
community nutrition resources and services to people to improve their nutritional status.
Nutrition Counsehing provides individualized guidance on appropriate food and nutrient intakes
for those with special needs. taking into consideration health, cultural, socioeconomic. functional
and psychological factors. Nutrition counseling may include advice to increase or decrease
nutrients in the diet; to change the timing, size, or composition of meals; to modify food textures;
and, in extreme instances, to change the route of administration -from oral to feeding tube to
intravenous.
Nutrition Support is the alteration of usual food intake by route of administration modification of
nutrient content, nutrient density or food consistency. Nutrition support always includes nutrition
counseling, it often includes the use of medical nutritional supplements which may be given
orally, and the provision of enteral or parenteral nutrition. Individuals who may benefit from
nutrition support are those who can not, should not or will not eat a nutritionally adequate diet, It
is especially important when dietary intakes are inappropriate for conditions that have nutritional
implications especially when underlying physical or mental illnesses with treatable or nutritional
implications are present.
Enteral Nutrition involves the administration of nutrients via feeding tubes in people with
functional G1 tracts; as opposed to parenteral nutrition (also known as intravenous feeding)
which involves the direct administration of nutrients into the blood stream.
Medical Foods are a specific form of specialized therapy administered orally or through feeding
tubes under a physician's supervision for the dietary management of a medical disorder, disease
or condition. Some medical foods are disease specific and may provide levels of certain
nutrients that aid in the treatment of specific diagnoses.
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