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residents are happy and com-
fortable, and what their relatives
think of the services at the state 5
92 nursing homes,

. The surveys were conducted
by an independent survey com-
pany starting in April, with more
than 3,000 residents interviewed
face to Tace and 4,000 relatives
answering-mail surveys.

"People live in nursing
homes,” said Dr. David R. Gif-
ford, the state health director.
“It's the 'home’ part of i, This
‘locks at a lot of the domains that
are relative to living in the
‘home.” )

Gifford urged residents and
theirrelatives to examine the re-
sults and ask nursing home ad-
ministrators what they're doing
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Qverall, independently °
owned and operated
facilities scored highestin.
resident satisfaction in the
survey of the state’s 92
nursing homes.

BY FELICE }. FREYER
JOURNAL MEDICAL WRITER

For the first tims, the state De-

partment of Health today will an- .-

swer a. crucial question: In which
Rhode Island nursing homes are
the residents most happy?

The department is releasing,
and posting online, the results of
surveys of nursing home resi-

. dents and their relatives about

such ma‘tters as whether the
food is tasty, the 'staff respectful
and the activities interesting.

These satisfaction: surveys,
paid for by the nursing: homes
and mandated by state law, add
anew dimension to the wealth of
comparative data aboutv nursing
homes,

Consumers have 1ong been
able te learn how well every
nursing home performs on state
health inspections and-on ma-
naging clinicalissues such as i~

"fections, pain and bed sores. But
until ndw, there has-been no

public information on whether
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that the Health Department pro-.

vided to the Journal, eight nurs-

_ing homes earned overall scores
- of three diamonds from both

families and residents: Ballou
Home for the Aged in Woon-

socket; Forest Farm Health Care'-

Center in ‘Middletown; . Jeanne
Jugan Residence in Pawtucket;
Nancy Ann Nursing Home in
Foster; Overloock Nurging & Re-

i habilitation Center in Pascoag;
< Scalabrini Villa in Noith King-

' stown; Scallop Shell Nursing &

to improve weaker ratings, He -

sald the survey would be repcat-
ed in a year or two,
The Health Department re-
port — available at www.health-
Jigov or by calling (401 222-
2500 — compares muging
homes in Rhode Island with each
other, rather than fo any objec-
tive standard or national mea-
surement, Those who ranked in
the top 15 percent'in the state re-
ceived a score. represented by
‘three diamonds; those in the bot-
tom 15 percent got one diamond.
The remaining 70 percent got
‘two diamonds.
Fach nursing home received
these diamond ratings on 13 top-

fes, including administration,”

nursing care, social services, en-
vironment and laundry, and also
was given an overall score, Bach

Rehabtlitation Center in South

" Ingstown; and Sunny View

Nursing Home in Warwick:
- Two nursing homes ranked at

the bottom, with overall scores .
of one-diamond from both fam- -

ilies and residents: Charlesgate
Nursing Center in Providence,
and Cherry Hill Manor in Johmn-
ston.

that will help us get better,” said
Alfred Santes, president of the
Rhode Island Health Care Asso-
:ciation, which represents many

of the for-profit nursing homes .

.in the state,
In quahLy 1mprovement meet-

ings, nursing homes will com--.
- pare notes and thase with lower

ratings will get ideas from those
with higher ratings, he said.
Gifford said no -analysis had
been performed to identify the
common characteristics of top-
raniing nursing homes. But
most.of the fop nursing homes
were smaler than average and-
none was ownad by a chain.
Meg Richards, a senior scien-
tist at Quality Partners of Rhode
Island, the company that man-
aged the survey project Tor the
Heealth Department, said that
those ranking tops in patient sat-

iefacrtinm alen tandad tn dm coall

“This w111 be a benchmark"

- store
_There’s less of that with outside

surprises'ir-l thera. i.tln'nl{ it tends

“to be true that high quality nurs-
ing homes -are delivering- high.
quality care across the. boald i

Richards said.’

Roberta Hawlins, the- states',' .

iong-term - care ombudsm'm

said the summer had been diffi- .

cult at many nursing homes,

with stafl* getting “cantanker-
ous” because of the heat, high .

turnover and.understaffiing. She
noted that the survey shows a

'"g]jmpse at the timé they were .
dding it,” but nursing homes can

change quickly.

The best nursing hories are
localty owned rather than being
part of chain, she said. For ex-

ample, Hawlkins said, at Scallop.

Shell in Wal(eﬁeld the adminis-

trator owns the harme, and has a )

stable and dedicated staff <~ and

- his mothet lives ‘Lhereﬂ

. "Acorporation is not the sameé
as committed in- state people
Hawkins said.-

“You.have got to faLe_ ihose
fanmnilies it church, in the groéery
and .all those places.

‘corpaorations.”

Gifford, the. health dnectm
. noted that overall, 5"1tzsi'1ct1on

with Rhode Island nursing
homes was fairly high. The state-
wide average among relatives of
residents wads 3.6 out of a pos-

“sible 4, the equivalent of 87 out
of 100, Residents gave higher
scores ~- 3.69, or-the eqmvaient_

of 90 percent.
Vital Research of Cahfolma

‘conducted the surveys. Its em-

ployees interviewed more than
3,000 residents face to face, in-
cluding peeple with mild cogri-

tive impairment. Residents were:

asked such guestions as “Does

Nearly 8,000 family members

. réceived’ mailed surveys, and

4,082 responded. Questidns in-
cluded, “Do the aides- spend
encugh time taking care of the
resident? “Is the administration
gyailable to talk with-you?” and -

“Does the nursing home seem"

homelike?™"

-Residents cared most about
direct care and nursing staff, and "
meals and dining. Family mem-

- .bers gave priority to facility eII¥Vi-

ronment and activities.

The survey was .conducted.
twice, first on a trial basis, with
the results reieased only to the . -
nursing homes. The homes had .
about a year fo make improve-
ments before.the survey was re-
peated, this time with the results
made public. The total cost of the
two rounds was about $468,000, -
with each nursing home conirib-
uting a shdre based. on size.

Quality Pariners . provided

‘each nursing home with a report

comparing the two surveys, and
highiighting trouble areas that
were of high importance to pa-
tients. It also provided a How-to-
improve guide

The nursing home satisfaction
surveys arve part of an ongoing
state effort to measure and re-
port on the guality of care at all
health-care institutions, required
by a 1998 state law. The Health
Department has also produced
quality of care reports on hospi-
tals, nursing homes, and home
health agencies.

The report can be found at
www.health ri.govichic/perform-
ance/quality/guality27.pdf. The
technical report - with detalls
about the survey process and rat-
ings is at www.health.rigov/.
chic/performance/quali-
tviaTtechndf



