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THIS REPORT
CONTAINS TWO

DIFFERENT
SETS OF DATA:

1. CONTRACT AGENCY CLIENT RIGHTS DATA FROM CY2025

This data is aggregated from community agencies with
whom the ADAMHS Board contracts — all contract agencies
satisfied their reporting requirements.

Each contract agency is responsible for collecting and
sharing this data with the ADAMHS Board.

The ADAMHS Board reviewed and consolidated each
individual data set into one comprehensive report
showcased in this document.

2. ADAMHS BOARD CLIENT RIGHTS DATA FROM CY2025

This data is tracked and logged by both ADAMHS Board
Client Rights Officers.

Data includes inquiries, complaints, and grievances
received by the ADAMHS Board about Mental Health
Agencies, SUD Services, and Housing.

Data is categorized by call type, nature of call, and
resolution.




CONTRACT AGENCY

CLIENT RIGHTS DATA

* Most frequent SUD complaints/grievances:

¢ General Services/Detox

¢ Residential Treatment

¢ Intensive Outpatient Treatment

Most frequent MH Service complaints/grievances:
e Community Psychiatric Supportive Treatment (CPST)
¢ Residential Treatment

¢ Pharmacologic Management

Resolutions rendered beyond the 20-30 days allotted were due to:
e Difficulty contacting clients.

¢ Staff on medical/holiday leave.

¢ Clients presented several grievances at once.

¢ Clients were dissatisfied with resolutions when:
¢ Clients disagreed with limitations placed as part of a behavior contract.

¢ Unrealistic expectations of staff/wanting staff members terminated.
¢ Clients' ineligible for services due to offender registry status.
¢ Clients felt agency response to grievances were inadequate.

CONTRACT AGENCY - COMPLAINT/GRIEVANCE STATISTICS

2024 2024 2024 2025 2025 2025
Total Timely Overall Total Timely Overall
Complaints | Resolution | Resolution | Complaints | Resolution | Resolution
& Rate Satisfaction & Rate Satisfaction
Grievances Rate Grievances Rate
SUD 181 93% 95% 232 98% 97%
Services &
Programs
MH 294 99% 84% 278 95% 85%
Programs




CO N TRACT AG E N CY SUBSTANTIATED VS. UNSUBSTANTIATED
CLIENT RIGHT S D AT A e e

GRIEVANCES GRIEVANCES
o Most frequently grieved Client Rights: sSUD 29 54
Services/Programs
o To be treated with consideration and respect for personal Certified MH Services 11 62
dignity, autonomy, privacy.
Dual 9 20
o Reasonable protection from physical, sexual, or emotional
abuse and inhumane treatment.

o Confidentiality of communications and personal identifying
information within the limitations and requirements for
disclosure of client information under state and federal laws
and regulation.

ALLEGATIONS OF ABUSE AND NEGLECT

o Not to be discriminated against for receiving services on the
basis of race, ethnicity, age, color, religion, gender, national TOTAL ALLEGATIONS 44
origin, sexual orientation, physical or mental handicap,
developmental disability, genetic information, human
immunodeficiency virus status, or in any manner prohibited by TOTAL SUBSTANTIATED 9
local, state or federal laws.




SSiiiili il COMPLAINTS & GRIEVANCES BY DEMOGRAPHIC
<. DATA
CONTRACT AGENC

SuD

Services/Programs S

CLIENT RIGHTS
DATA Atican AmericaniBlack

Caucasian/White

w
&
(@)
w
w
N

I
O
(@) W IDN

w
N
w
(@)
N
o

Asian

Gender:

N
(0))

Female
* This information is tracked to ensure
transparency, accountability and fair resolution
of client complaints across all contracted o
providers. Ethnicity:

Male

Non-Hispanic/Non-
Latino/Non-Latinx

(0))
(0)]

n
w

oo

Hispanic/Latino/Latinx



CONTRACT AGENCY
CLIENT RIGHTS DATA

* These numbers represent the range of COMPLAINTS AND GRIEVANCES BY
AGE

client ages filing complaints and grievances
with our contracted providers.

* The largest age category for Mental
Health is between 6 and 12 years.

* The largest age category for SUD is 35
to 44 years.

* The largest age category for dual is 25
to 34 years.

* Thisis the first year since tracking
demographics that youth have
accounted for the largest o mE NN NEE REE =R RE ==
pOpUlatiOn Of Complaints 6to12 13to17 18to24 25to34 35to044 45to54 55to64 65t075 Z?d(;:
grievances for mental health

. SUD MH DUAL
providers.




ADAMHS BOARD
CLIENT RIGHTS DATA

CONTACT VOLUME AND
o CY2025 saw a decrease in overall FILED COMPLAINT/GRIEVANCE TOTALS

contacts to the ADAMHS Board
compared with CY2024 by 110
contacts.

Total
Complaints/Grievances
Filed with Board

Total Contacts

Made to Board
o However, the Client Rights Division

received 206 more complaints and 4
more grievances compared with the CY2024 2,930 780
last calendar year.

CY2025 2,820 088
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ADAMHS BOARD
CLIENT RIGHTS DATA

As in years past, clients continue to make
up the highest volume of contacts.

Law enforcement, non-contract agencies,
and other community entities continue to
contact the ADAMHS Board regularly as
the Client Rights Division has maintained
a meaningfully and cooperative network
with all continuums who may work with our
clients which has increased continuity of
care.

Like previous years, outreach from family
and friends of clients accounted for a
lower number of contacts to the Client
Rights Division.

WHO CONTACTED THE BOARD IN 2025?
CLIENTS

OTHER
(L.E., NON-CONTRACT
AGENCIES, CCBDD, NURSING
HOMES, LAW ENFORCEMENT,

ETC.)

CONTRACT AGENCIES & ACFs

FAMILY/FRIENDS OF CLIENTS

HOSPITALS



ADAMHS BOARD
CLIENT RIGHTS DATA

SUBSTANTIATED VS. UNSUBSTANTIATED GRIEVANCES FILED
WITH THE ADAMHS BOARD 0 Most frequently grieved Client Rights:

SUBSTANTIATED UNSUBSTANTIATED To be treated with consideration & respect for
GRIEVANCES GRIEVANCES personal dignity, autonomy, & privacy.

To participate in any appropriate & available

SUD Service/Program 2 4 service that is consistent with an individual
service plan, regardless of the refusal of any

other service.

Reasonable protection from physical, sexual,
or emotional abuse & inhumane treatment.

Certified MH Service 13 10

Housing




ADAMHS BOARD
CLIENT RIGHTS DATA

o This data is included in the overall
totals from the previous slides but has HOUSING and ACF COMPLAINT TOTAL
been extracted here to showcase
Housing and Group Home statistics.

o Many Housing/Group Home
complaints received in CY2025 TOTAL HOUSING-
were related to landlord/property RELATED CALLS

RESULTING IN

group home setting.

o 2025 saw an increase of 56 Sl
complaints despite only a slight
increase in calls related to
housing.




ADAMHS BOARD
CLIENT RIGHTS DATA

* The ADAMHS Board Client Rights Officers
began collecting data on clientrace,

ethnicity, and preferred pronouns at the
start of CY2022.

* When asked about ethnicity and preferred
pronouns, clients are not obligated or
required to provide a response and are
simply tallied in the “Unknown/Other”
category. This category also represents
contacts which ask for general information
and no specific client is indicated.

P Ethnicity:
//
African American/Black
Caucasian/White
Hispanic/Latino
c‘ Asian

Unknown/Other/NA
\\ Preferred Pronouns:

He/His
She/Her
They/Them

Other/Unknown/NA

N\
\\
N
N\

| WHO WE SERVED IN CY2025

CLIENTS SERVED
IN-PERSON, BY PHONE, & EMAIL

1,120

967
41
5




% We maintained regular contact with our provider
4 agency CROs by hosting:

» Monthly Virtual CRO Meetings:

* Meetings include confidential case
discussions and trainings on a variety of
topics as it relates to client rights.

o Adult Protective Services
ACCOM PLlSH M ENTS OF 2025 Major Unusual Incident Reporting
OhioMHAS Rules and Standards
Client Rights Annual Reporting
Client Rights and Ethics

Changes to recovery housing
certification

» Quarterly Virtual CRO Orientations (to train
A\ N new provider agency CROs):

e January 2025, April 2025, July 2025, October
2025, & December 2025

o O O O O



ACCOMPLISHMENTS OF
2025 (CONT.)

+» We spent time in the community interacting with our clients:

» Our Monthly Client Lunch-n-Learn Series was held in a
new location each month so that clients could learn about
the various resources and programs in Cuyahoga County:

The Salvation Army
Catholic Charities
Future Directions

NAMI Greater Cleveland

» Summer and Fall Client Gatherings:

Our Annual Client Summer Event was hosted on the
Goodtime lll. Over 80 clients enjoyed lunch and a
cruise on Lake Erie.

Our annual holiday event was held at The Salvation
Army. Staff at The Salvation Army provided all clients
with gifts and hors d'oeuvres. Client were able to
participate in raffles and holiday themed photo ops.

+» We were very active in various advisory groups including the
Cuyahoga County Advisory Committees for Persons with
Disabilities and the Division of Senior and Adult Services.




ACCOMPLISHMENTS OF
2025 (CONT.)

* ADAMHS Board Client Rights Officers also
spent time in the community conducting
Client Rights Trainings for various community
entities. These entities included:

» Addiction Psychiatry Fellows at University
Hospitals and social workers at the
Cleveland Clinic.

» Contracted agencies looking to educate
their staff members on client rights.

» Non-contracted agencies looking to
educate their staff members on client
rights.




2025 ADAMHS BOARD CLIENT RIGHTS DATA

January | February| March April May June July August | September | October | November | December D Totals
# of Calls 222 191 217 189 226 211 200 199 191 183 173 168
# Of Visits 3 5 2 3 7 5 6 4 4 2 3 4
# of Emails 31 21 19 21 41 35 42 42 49 26 42

| Total#ofRepeatContacts: | 33 | 37 | 31 | 3 | 38 | 3 [ 3 | 38 | 34 | 3 | 30 | 30 |

Complaints by Type:

SUD Prevention: 0 0 0 0 0 0 0 0 0 0
SUD Treatment: 9 4 5 6 9 7 3 9 8 6
MH-Psyc: 12 19 29 16 32 20 30 37 51 35
MH-CPST Services: 13 1 4 4 5 9 5 0 1 1
Housing: 35 32 43 36 31 43 25 43 14 41
Crisis Intervention: 0 0 0 0 1 0 0 0 0 0
Other: 4 4 4 5 10 8 7 6 4 6
Grievances by Type:
SUD Prevention: 0 0 0 0 0 0 0 0 0 0
SUD Treatment: 0 1 0 2 1 0 1 0 0 0
MH-Psyc: 1 2 1 0 1 2 1 0 3 2
MH-CPST Services: 1 0 2 1 1 2 0 0 0 1
Housing: 0 1 1 4 0 3 1 0 1 2
Crisis Intervention: 0 0 0 0 0 0 0 0 0 0
Other: 0 0 0 0 0 0 0 0 0 0
General Inquaries by Type:
SUD Prevention: 0 0 0 0 0 0 0 0 0 0
SUD Treatment: 23 21 17 16 21 13 23 17 21 23
MH-Psyc: 39 51 53 49 73 64 54 54 64 56
MH-CPST Services: 2 6 3 4 2 5 6 3 4 3
Housing: 67 43 53 52 43 51 45 54 35 39
Crisis Intervention: 0 0 1 0 1 0 0 0 0 0
CCBDD: 1 2 1 0 0 1 0 0 0 0
DIP: 0 0 0 0 0 0 0 0 0 0
Other: 51 35 25 25 46 28 43 22 34 24
Ethnicities (of total # of contacts):
African American 85 81 102 87 100 103 96 96 76 117
Caucasian 109 78 91 82 120 79 64 76 87 80
Hispanic/Latino 7 2 4 4 3 3 3 4 4 0
Asian 2 2 0 0 0 0 0 0 0 0
Unknown & N/A 53 54 41 40 51 63 78 68 70 37
Client Pronouns:
He/Him 128 95 102 108 117 132 119 125 127 119
She/Her 95 87 113 85 134 94 92 92 79 95
They/Them 3 1 1 0 0 0 0 0 0 0
Unknown & N/A 30 34 22 20 23 23 30 28 31 20




Sheet1

		ADAMHS Board of Cuyahoga County - Client Rights Department - Monthly Stats 2025



				January 		February		March		April		May		June		July		August		September		October		November		December		YTD Totals 

		# of Calls		222		191		217		189		226		211		200		199		191		183		173		168		2,370				December MUI Snapshot*

		# Of Visits		3		5		2		3		7		5		6		4		4		2		3		4		48

		# of Emails		31		21		19		21		41		33		35		42		42		49		26		42		402				Applewood 		2

		Total # of Contacts:		256		217		238		213		274		249		241		245		237		234		202		214		2,820				Other		1

		Total # of Repeat Contacts: 		33		37		31		35		38		35		36		38		34		39		30		30						Suicide Attempt		1

		Total # of MUIs* Received:		22		19		47		27		23		24		21		14		22		33		24		36		312				Bellefaire 		1

		Complaints by Type: 																														Abuse/Neglect		1

		SUD Prevention:		0		0		0		0		0		0		0		0		0		0		0		0						Belmont Pines		1

		SUD Treatment:		9		4		5		6		9		7		3		9		8		6		11		11						Med Events Impacting Operations		1

		MH-Psyc:		12		19		29		16		32		20		30		37		51		35		25		27						Buckeye 		8

		MH-CPST Services:		13		1		4		4		5		9		5		0		1		1		3		5						Med Events Impacting Operations		6

		Housing:		35		32		43		36		31		43		25		43		14		41		35		31						Other		2

		Crisis Intervention:		0		0		0		0		1		0		0		0		0		0		0		0						Carrington 		1

		Other: 		4		4		4		5		10		8		7		6		4		6		3		3						Other		1

		Total # of Complaints: 		73		59		85		67		88		87		70		95		78		89		77		77		945				Cleveland Christian Home		8

		Grievances by Type:																														Abuse/Neglect		7

		SUD Prevention:		0		0		0		0		0		0		0		0		0		0		0		0						Other		1

		SUD Treatment:		0		1		0		2		1		0		1		0		0		0		0		1		  				FrontLine 		1

		MH-Psyc:		1		2		1		0		1		2		1		0		3		2		0		2						Death		1

		MH-CPST Services:		1		0		2		1		1		2		0		0		0		1		1		0						Guidestone 		3

		Housing:		0		1		1		4		0		3		1		0		1		2		0		0						Abuse/Neglect		2

		Crisis Intervention:		0		0		0		0		0		0		0		0		0		0		0		0						Seclusion/Restraint		1

		Other: 		0		0		0		0		0		0		0		0		0		0		0		0						Keystone Richland Center 		1

		Total # of Grievances: 		2		4		4		7		3		7		3		0		4		5		1		3		43				Abuse/Neglect		1

		General Inquaries by Type:																														Murtis Taylor 		3

		SUD Prevention:		0		0		0		0		0		0		0		0		0		0		0		0						Death		3

		SUD Treatment:		23		21		17		16		21		13		23		17		21		23		17		18						Pipeline to God 		1

		MH-Psyc:		39		51		53		49		73		64		54		54		64		56		52		58						Abuse/Neglect		1

		MH-CPST Services:		2		6		3		4		2		5		6		3		4		3		5		4						Recovery First 		1

		Housing:		67		43		53		52		43		51		45		54		35		39		40		46						Death		1

		Crisis Intervention:		0		0		1		0		1		0		0		0		0		0		1		0						Stella Maris 		1

		CCBDD:		1		2		1		0		0		1		0		0		0		0		0		0						Med Events Impacting Operations		1

		DIP: 		0		0		0		0		0		0		0		0		0		0		1		0						TASC 		1

		Other: 		51		35		25		25		46		28		43		22		34		24		9		11						Death		1

		Total # of Inquaries: 		183		158		153		146		140		249		171		150		158		145		125		137		1,915				Thrive 		1

		Additional Statistics:																														Death		1

		Client Ethnicities (of total # of contacts): 																														Young Star Academy		2

		African American		85		81		102		87		100		103		96		96		76		117		77		98						Med Error		1

		Caucasian		109		78		91		82		120		79		64		76		87		80		51		50						Med Events Impacting Operations		1

		Hispanic/Latino		7		2		4		4		3		3		3		4		4		0		2		5						Grand Total		36

		Asian		2		2		0		0		0		0		0		0		0		0		1		0

		Unknown & N/A		53		54		41		40		51		63		78		68		70		37		71		61

		Client Pronouns: 

		He/Him		128		95		102		108		117		132		119		125		127		119		84		89

		She/Her		95		87		113		85		134		94		92		92		79		95		92		106

		They/Them		3		1		1		0		0		0		0		0		0		0		1		0

		Unknown & N/A		30		34		22		20		23		23		30		28		31		20		25		19






AREAS OF OPPORTUNITY FOR 2026

% Several agencies reported no complaints or grievances in 2025, indicating potential gaps in
data tracking.

o Zero-reporting is linked to:
« Insufficient complaint/grievance tracking
« Limited staff and client education about the reporting process

v' Receiving complaints is a sign of an informed system where clients and staff understand
their rights and know how to report concerns.

% 2026 Focus Areas
o Improve accuracy of client rights data collection

o Strengthen education for agency staff and clients regarding the complaint and
grievance process

Strategies to Improve Reporting
Develop a client rights database for agency leadership
Increase training for staff and clients on rights, reporting, and procedures

Provide CRO training on definitions of complaints and grievances (per Ohio
Administrative Code)

O O O O




CHANGES FOR 2026

» Due to funding limitations and continued decrease
in participation, the Client Rights Division made the
difficult decision to suspend the monthly client
Lunch and Learn series, holiday events, and the
Action Committee Advocating Change (ACAC)
Committee for 2026.

* The approximate cost of client meetings and
events for the calendar year was between
$10,000 and $15,000.

» Despite continuous increased publicizing of the
events through our agencies, group homes, and
social media, hosting at a variety of venues,
including the ADAMHS Board offices, and an
increase in advertising mailers, participation has
continued to decrease at the monthly sessions.

* ACAC meetings were not held during 2025 due
to lack of client participation.




CHANGES FOR 2026

A new requirement of the Ohio Department of Behavioral Health
(DBH) mandates that all state ADAMHS Boards now submit annual
CRO reports to the DBH Client Advocate for review.

ADAMHS Board Client Rights Officers have been in communication
with DBH to ensure compliance with this new standard.

All CRO reports are published on the ADAMHS Board website,
available to the public, and have been submitted to DBH
showcasing the data collected.




Continue

Increase

Continue

Networking with
contracted providers,
non-contracted
providers, and various
community personnel
to ensure all Cuyahoga
County residents have
access to the highest
quality service.

Client rights visibility
in the community by
offering education and
training to various
community partners.

Providing education to
agency CROs
regarding data
collection, conducting
proper client rights
investigations, and
ensuring high client
satisfaction rates.



IF YOU HAVE
ANY
QUESTIONS OR
NEED
ADDITIONAL
INFORMATION,

PLEASE
CONTACT:

BILL HEBBLE, MSW
LEAD CLIENT RIGHTS OFFICER

216-241-3400 X825

DIANA CLIFFORD, LISW-S
CLIENT RIGHTS OFFICER I

216-241-3400 X819


mailto:HEBBLE@ADAMHSCC.ORG
mailto:CLIFFORD@ADAMHSCC.ORG
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