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The Annual Report of  the Office of  the Independent Ombudsman for State Supported 
Living Centers (SSLC) is required within the authorizing statute Senate Bill 643 enacted by 
the 81st Legislative Session of  the Texas Legislature. This reporting requirement has been 
designated to be due each September 1st by the Office of  the Governor.  The “audit and 
review” charge of  the legislation provides that each Assistant Ombudsman evaluate several 
functions at the SSLCs. This evaluation of  processes and procedures are designed to ensure 
the protection and the rights of  the residents and their families.

The Office of  the Independent Ombudsman is now approximately six months old and 
during this time, the Office has been completely staffed.  After a personal site visit to each 
center, an Assistant Independent Ombudsman has been interviewed, hired and posted at 
each of  the 13 SSLCs.  The Denton SSLC has been assigned two Ombudsmen due to its 
resident population. The Rio Grande Center, Intermediate Care for Persons with Mental 
Retardation (ICF/MR) component of  the center, is a facility under the direction of  
Department of  State Health  Services (DSHS), and has also been assigned an Assistant 
Ombudsman. The State Office component of  the Ombudsman’s Office consists of  the 
Independent Ombudsman, the Deputy Ombudsman and administrative staff.  This report 
will present an overview of  the activities of  the office, the systems which have been 
designed and implemented to establish efficiencies of  the Office, as well as plans for future 
training and education of  the staff  so that each are prepared to fulfill the tasks enumerated 
in the legislation. 



2

Essential to the mission of  the 
Office of  the Independent 
Ombudsman is the 
establishment of  the proper 
working relationships with the 
HHS enterprise, agency 
leadership, various stakeholders 
and staff. The completion of  the 
primary Memorandum of  
Understanding has been 
delineated pursuant to Sec 
48.007 Human Resources Code 
(as enacted by SB 643) between 
the following agencies and 
offices:

The Health and Human Services 
Commission (HHSC), The 
Department of  Aging and 
Disabilities (DADS),The 
Department of  State Health 
Services (DSHS), The 
Department of  Family and 
Protective Services (DFPS), The 
Office of  Independent 
Ombudsman for State 
Supported Living Centers 
(OIO), and the Office of  
Inspector General of  HHSC 
(OIG).

The MOU concerns the 
investigation of  cases involving 
Abuse, Neglect and Exploitation 

in the SSLCs. Further 
agreements with DADS has 
helped to establish positive 
working relationships with the 
leadership and administration 
of  DADS and the Centers.  
Building relationships and  
promoting  our mission have 
been the focus of  our work.

The design, implementation 
and application of  a uniform 
customized tracking and 
reporting tool has been 
accomplished during the past 
few months.  This system will 
allow consistency in reporting 
consumer inquiries and the 
establishment of  reliable 
metrics for the evaluation of  
the effectiveness of  our 
performance.  The Office is in 
its formative year and the 
foundation which is being 
forged will be essential to the 
long-term success of  the 
Independent Ombudsman’s 
service to the citizens of  our 
state.

Dr. George P. Bithos was appointed as 
Independent Ombudsman by Governor Rick 
Perry on February 12, 2010.

RELATIONSHIP BUILDING:

We strive to be worthy of 
the trust you place in us 
and to seek fairness in 
every situation.
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Our Values 
The values of  the Office 
of  the Independent 
Ombudsman for the 
State Supported Living 
Centers of  Texas reflect 
the core values of  
caring, integrity and 
trust.
In a spirit of  caring, we 
foster a culture of  
dialogue and civility.
In a spirit of  integrity, 
we hold ourselves 
accountable for 
practicing the highest 
values of  service and 
confidentiality, as we 
seek to respond to the 
needs of  our 
constituents.
In a spirit of  trust, we 
strive to treat all 
persons with respect 
and dignity and to 
attempt to resolve all 
issues in a serious and 
professional manner.

Mission:

To serve as an 
independent, impartial 
and confidential 
resource; assisting our 
clients, their families, 
and staff  at State 
Supported Living 
Centers, advocates, 
guardians, and the 
public with services, 
complaints and issues 
which deal with the 
State Supported Living 
Centers.
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Senate Bill 643
Section 555.059.(8)(9)(A-H)
Auditing Requirements:

An all-staff  meeting scheduled for 
September 29 through October 1, 2010 will 
include initial training on auditing and 
program compliance review requirements, 
as well as, how to conduct these reviews.  
Penny Rychetsky, Health and Human 
Services Director of  Internal Audit, will 
conduct a training session to best prepare 
and guide the Office on how to execute 
efficient and accurate reviews. Results of  
these reviews will be available by the 
September 1 deadline, beginning in 2011.

HHS Enterprise Administrative 
Reporting and Tracking System- 
HEART:

This system is used to track client 
complaints and inquiries made to 
communicate the HHSC, DFPS, DADS, 
and DARS programs and to report statistical 
data to the Legislative Budget Board.  The 
Office of  Ombudsman (OOB) which is part 
of  the HHSC, is the owner, developer, and 
user of  this system called HEART.  The 
HEART platform developed for the 
Independent Ombudsman for State 
Supported Living Centers was enhanced 
and adapted to track complaints and 
concerns at each State Supported Living 
Center, as well as to create consistent case 
management transparency, and reporting of 
issues in a statistical and qualitative manner.  
Reports from this system will provide 
aggregate and disaggregate information and 
will aid in the evaluation of  complaints and 
resolution standards and practice, as 
mandated by the statute.

All charts and graphs were generated using 
information extracted from HEART for the 
reporting periods July through August 2010.
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Reporting Source~
Contact Group~the following bar graph details 
the actual number of inquiries, referrals, or 
complaints by constituent groups that interact 
with the Assistant Independent Ombudsmen. 

SB 643~Section 555.059.(8)(A & B)
“...to ensure that each resident and client is 
encouraged to exercise their rights including 
the right to file a complaint and the right to 
due process.”

0 13 25 38 50
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Law Enforcement

Other
Self
Staff

Contact Group

Customer Service:
Survey
To assess the impact and role of  the 
Independent Ombudsman, several strategies are 
being reviewed as a way to capture information 
required for the audit function of  Senate Bill 
643. The way in which  other State of  Texas 
agencies and Ombudsmen conduct surveys as a 
measurement of  customer satisfaction is also 
being reviewed.



4

Governor Rick Perry 
Governor Rick Perry’s Office, Katherine Yoder 

Representative Valinda Bolton
Representative Myra Crownover
Department of Aging and Disability Services Council
Lieutenant Governor David Dewhurst’s Office, Jamie Dudensing

Senator Bob Deuell’s Office, Scot Kibbe 
Representative Gary Elkins 
Representative Abel Herrero 
Senator Mike Jackson
Representative Elliott Naishtat
Senator Jane Nelson 
Senator Nelson’s Office, Tara Swayzee
Senator Dan Patrick
Representative Patrick Rose's Office, Mireya Zapata & Mike Rugierri
Representative Patrick Rose's Office, Katherine Mason & Mireya Zapata
Senator Eliot Shapleigh
Speaker Joe Straus’ Office, Linda Kaufman
Speaker Joe Straus’ Office, Jennifer Deegan
Representative Armando Walle
Senator Kirk Watson
Senator Royce West

May 25, 2010
March 26, 2010

April 28, 2010
June 4, 2010 

June 30, 2010 
July 6, 2010 

July 27, 2010  
September 1, 2010 

March 19, 2010 
September 1, 2010 

April 20, 2010 
March 25, 2010 

July 19, 2010
June 16, 2010 
July 29, 2010 
June 15, 2010 

March 30, 2010 
July 9, 2010

April 28, 2010
June 9, 2010

September 1, 2010
April 5, 2010
June 9, 2010

August 27, 2010
March 31, 2010

June 9, 2010
July 21, 2010

August 23, 2010
August 27, 2010

Senate Bill 643
Section 555.059.(8)(9)(A-H):

Legislative Visits:

Senate Bill 643
Section 555.059.(8)(9)(A-H): Duties and powers~to 
report and share the findings with the Legislative 
members of the committees who have primary 
jurisdiction over the State Supported Living Centers.
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Independent Ombudsman 
Website:

www.dads.state.tx.us/SSLCOmbudsman

The OIO has created a public domain website 
that provides an overview of  the role of  the 
Independent Ombudsman, access to all Reports 
and Monthly Updates published by the Office, 
and includes contact information to ensure 
consumers, staff, families, advocates, guardians, 

and the public are made aware of  their 
rights to file a complaint and due process. An 
online inquiry form is estimated to be active 
by October 1, 2010. The Ombudsman’s 
website is currently being translated into 
Spanish and is scheduled to be available 
November 15, 2010. The target date of  
October 1, 2010 has been established for the 
Ombudsmen to conduct surveys as a 
measurement of  customer satisfaction.

Senate Bill 643
Section 555.059.(8)(A & B)

Orientation and Curriculum for New 
Hires at State Supported Living 
Centers:
It has been requested to HHSC that during 
mandatory new-hire orientations at State 
Supported Living Centers, employees will 
be given an overview of  the OIO to ensure 
that consumers and staff  are made aware of 
their rights to file a complaint and due 
process.

Attendance to the Texas Advocates 
Conference:

The Independent Ombudsman, Deputy 
Independent Ombudsman and ten Assistant 
Independent Ombudsmen attended 
workshops for self  advocacy and rights 
awareness August 6-8, 2010 in Corpus 
Christi, Texas.

Attendance to the Going Social: 
Exploring Social Media for Your 
Organization:
The Independent Ombudsman and Deputy 
Ombudsman attended a “Going Social” 
workshop led by the Texas Department of  
Information Resources to address policy and 
governance guidelines on August 23, 2010. 
The information gathered will serve as a 
guide to implement policies to create a social 
media website page to reach out to all 
communities, including persons with 
hearing and or visual impairments that 
communicate using the internet.

Attendance at Family Association 
Meetings and Site Visits:
Attendance and visits have been made to 
maintain and promote public relations and 
to continue our effort to provide an overview 
of  Ombudsman’s role and contact 
information to ensure consumers, families, 
staff,  advocates, guardians and the public 
are made aware of  their rights to file a 
complaint and due process.
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SB 643~Section 555.059.(8)(A & B)
“...to ensure that each resident and client 
is encouraged to exercise their rights 
including the right to file a complaint and 
the right to due process.”

http://www.dads.state.tx.us/SSLCOmbudsman
http://www.dads.state.tx.us/SSLCOmbudsman
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Senate Bill 643
Section 555.059.(8)(A & B)

Posters:

OIO posters have been printed in both 
English and Spanish as of  August, and are 
being displayed in the common areas of  all 
State Supported Living Centers to ensure 
consumers, staff, families, advocates, 
guardians, and the public are made aware 
of  their rights to file a complaint and due 
process. 

Social Media Strategy:

The effort to be accessible to consumers, 
staff, families, advocates, guardians, and the 
public, as well as individuals that may be 
hearing or sight impaired that utilize social 
media, is being developed as a form of  
cutting edge communications.

Customized business cards:

Independent Ombudsmen contact 
information, TDD/TTY, confidential fax, 
email addresses, and the OIO website 
address in a double sided format is 
displayed to ensure consumers, families, 
staff, advocates, guardians, and the public 
are made aware of  their rights to file a 
complaint and due process.

Trifold Brochures and Handouts:

Brochures that include an overview of  the 
Ombudsman’s role and contact 
information to ensure consumers, families, 
staff   advocates, guardians, and the public 
are made aware of  their rights to file a 
complaint and due process, are 
continuously being distributed in public 
forums and are available in both in English 
and Spanish.
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SB 643~Section 555.059.(8)(A & B)
“...to ensure that each resident and client 
is encouraged to exercise their rights 
including the right to file a complaint and 
the right to due process.”

The unique logo brands the ombudsman’s 
office for  easy identification to our 

constituents.

Reporting Source~
Constituent Contact~the graph details the 
actual number of constituents who have 
chosen to remain anonymous.  As 
displayed by the data, the assurance that 
the Assistant Independent Ombudsmen 
work diligently to instill confidentiality.

The following charts and graphs were generated using information extracted from HEART for the reporting periods July through August 2010. 
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Activity by Facility~Disaggregate 
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Type of Contacts~Aggregate

The following charts and graphs were generated using information extracted from HEART for the reporting periods July through August 2010. 
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15%OIO State Office
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The Office of Independent Ombudsman for State Supported Living 
Centers strive to ensure that adequate protections, supports, and 
services are afforded to Facilities’ residents as are legally required in 
the Department Of Justice Settlement Agreement.
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• Developed the 2010-2011 Human Rights Committee schedule for family members, non affiliated 
members, and residents

• Interim Chair of  the Human Rights Committee, until new Human Rights Officer (HRO) hired
• Reviewed guardianship issues with families
• Reviewed MOU with Incident Management Coordinator and Assistant Director of  Programs 

(ADOP)
• Reviewed rights policy with ADOP
• Attended Self  Advocates Meeting
• Attended Human Rights Committee
• Improvement of  guardianship and consent areas, as initiated by the Office of  Independent 

Ombudsman

ABILENE STATE SUPPORTED LIVING CENTER
JILL ANTILLEY
Assistant Independent Ombudsman
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AUSTIN STATE SUPPORTED LIVING CENTER
JESSICA WHITE
Assistant Independent Ombudsman

BRENHAM STATE SUPPORTED LIVING CENTER
SUSAN AGUILAR
Assistant Independent Ombudsman

• Co-Chaired the Self  Advocates committee
• Answered questions from staff  and residents about resident rights
• visited all workshops on campus to promote awareness of  Resident Rights and the Ombudsman 

program
• Attended orientation for new SSLC staff, presented patient rights overview and promoted 

awareness of  the Ombudsman program
Program Improvement as suggested by Department of  Justice Monitors:
Recommended the Assistant Independent Ombudsman and HRO work together to promote 
awareness of  the programs and rights awareness to the residents on campus who do not attend the 
self-advocacy meetings.  Implemented the “right of  the month” with the help of  the HRO.  Made 
personal “in-service” visits to all homes on campus to  teach staff  how to inform residents of  their 
rights.  Each month there will be a “right of  the month” that each home discusses with their 
residents. Quality assurance by the AIO and HRO will log that each resident right has been reviewed 
with the residents on campus.  

• Participated in the monthly Client Services meeting
• Visited the homes of  individuals and program areas to introduce the AIO to individuals and staff
• Discussed with staff  the role of  the Assistant Ombudsman and listened to some of  their concerns
• Attended Personal Support Team meetings at the request of  the consumer, family or QMRP
• Attended a Provider’s Fair that was held on campus for the purpose of  educating individuals and 

staff  about community living options
Legislative Visit:
Attended Brenham SSLC’s Family Association Meeting, at which Representative Lois Kolkhorst 
served as the guest speaker.
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Interim Assistant Independent Ombudsman Glynn Bogard:
• Conducted weekly advocacy meetings and quarterly advocacy officer luncheons which emphasized 

self-empowerment of  residents
• Facility-wide training family/guardian contact; Identified and addressed blanket restrictions and 

house rules
• Assistant Independent Ombudsman, hired July 1, 2010
• Initiated the distribution of  Office of  Ombudsman posters among campus public areas
• Reviewed facility policies and procedures regarding Abuse, Neglect and Exploitation (ANE) and 

Incident Management

DENTON STATE SUPPORTED LIVING CENTER
SEZER RUZEK & ERIN KNIGHT
Assistant Independent Ombudsman
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EL PASO STATE SUPPORTED LIVING CENTER
HELEN ALVAREZ
Assistant Independent Ombudsman

CORPUS CHRISTI STATE SUPPORTED LIVING CENTER
Assistant Independent Ombudsman

• Trained staff  on Rights, Values, Respect and Dignity
• Monitored facility for issues regarding Rights and Privacy
• Chaired Self  Advocacy meeting
• Reviewed proposed restrictions
• Scheduled, facilitated and chaired Human Rights Committee meetings  

• Presented Emergency Rights Practices (ERPs) to Incident Management Review Team (IMRT)
• Scheduled and prepared for  Self  Advocacy meetings
• Trained/shared information with the Qualified Mental Retardation Professional (QMRP) and 

QMRP Educator, as needed
• Worked with Competency Training and Development (CTD) Director and QMRPs to involve 

Rights Training for newly hired SSLC staff
• Scheduled, facilitated and chaired Human Rights Committee meetings  
• Tracked and followed up for imposed restrictions
• Reviewed annual rights assessments for expiration of  approval dates
• Completed related documentation through HRO Contact and Activity Log for Emergency Right 

Restrictions

LUBBOCK STATE SUPPORTED LIVING CENTER
RAMONA ROCHA-HUGHES
Assistant Independent Ombudsman
• Participated in scan call on proposed changes for rights policy and assessments
• Submitted email to the director of  regulatory services regarding the incorrect recommendation for 

the annual survey at this facility
• Attended local Lubbock Regional Mental Health/Mental Retardation’s (MHMR) HRC and will  

serve as the community representative
• Met with units to educate them about the Ombudsman’s role
• Met with a family member who had concerns about their nephew’s care
• Met with the Assistant Director of  Programs (ADOP)
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MEXIA STATE SUPPORTED LIVING CENTER
LYNDA MITCHELL
Assistant Independent Ombudsman

LUFKIN STATE SUPPORTED LIVING CENTER
MARY STOVALL
Assistant Independent Ombudsman

• Chaired weekly HRC meetings, reviewing and monitoring all rights areas and team requests for 
restrictive practices, ensuring due process was met on behalf  of  all individuals

• Reviewed and processed all consents and authorizations for restrictive practices to include:  
restraint devices, psychoactive medication regimens, behavior support plans, rights restrictions, 
dental/medical sedation and/or restraint usage, etc.

• Coordinated the Self-Advocacy Program meetings, received and reviewed minutes taken from each 
meeting

• Taught all new employees on a monthly basis classes on rights and restrictive practices, as well as 
Abuse, Neglect and Exploitation

• Reviewed Lufkin’s FY10 3rd Quarter Injury and Restraint Trend Analysis report and discussed 
options to reduce potential in both areas

• Reviewed of  all rights restrictions and Behavior Support Programs
• Attended admission meetings for individuals being admitted to the facility to discuss rights with the 

individuals and their families
• Spoke with and mailed information to family members interested in becoming guardian for their 

family member residing at MSSLC
• Attended staff  meeting at the request of  residents and other Interdisciplinary Team members to 

ensure rights protection and served as a resource in the area of  rights
• Worked with newly hired Human Rights Officer to assist her with the transition to the job
• Visited work areas to promote awareness of  the Assistant Independent Ombudsman position
• Resolved rights referrals in the areas of  meal times, medication times, smoking, home assignments 

and personal possessions
• Spoke at the July Family Association meeting
• Assisted with three Self-Advocate group meetings
• Attended Human Rights Committee meetings as a committee member.
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• Provided training to QMRPs, New Employees and Self  Advocates about the purpose and role of  
the Assistant Independent Ombudsman

• Participated in a work group to develop the Human Rights Officer and Assistant Independent 
Ombudsman position descriptions

• Reviewed Campus Coordinator’s log, Nurse’s report, Hospital report and Infirmary report daily to 
monitor facility practices and ensure protection of  rights

• Provided training to new Rights Officer regarding rights issues
• Provided guidance and answers to staff  about rights issues
• Monitored residences and program areas for rights issues or violations
• Attended weekly Human Rights Committee meetings to monitor facility practices and provide 

input to ensure protection of  consumer rights
• Presented information about the Office of  Independent Ombudsman (OIO) and our duties to 

staff, families and individuals
• Developed an information board to post information about the OIO (i.e. duties, how to contact, 

etc.)
• Met with Facility Rights Officer and reviewed facility’s policy for ensuring individual’s rights and 

made recommendations

RICHMOND STATE SUPPORTED LIVING CENTER
PAM TURNER
Assistant Independent Ombudsman
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RIO GRANDE CENTER 
JAMES ARNOLD
Assistant Independent Ombudsman

Mr. James Arnold has been the Human Rights Officer and the Interim Assistant Independent 
Ombudsman.  As of  September 1, 2010 he joins the Office of  Independent Ombudsman as its 
designated choice as the Assistant Independent Ombudsman located at the the Department of  State 
Health Services Rio Grande Center.

SAN ANGELO STATE SUPPORTED LIVING CENTER
MELISSA DEERE
Assistant Independent Ombudsman

• Chaired four Human Rights Committee meetings
• Chaired three Referral Review Committee meetings
• Provided a copy of  the “Your Rights in a State Supported Living Center” handout to four new 

consumers admitted, and discussed their rights to due process
• New employee orientation provided training in Abuse, Neglect and Exploitation (ANE) in addition 

to “Rights of  Individuals Served”
• Presented information about the Office to new employees of  the facility at orientation
• Presented information about the Office and answered individuals questions at the monthly Self-

Advocate meeting
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Ms. Candace Jennings was the Assistant Independent Ombudsman until July 14, 2010.
• Coordinated and Chaired Human Rights Committee
• Participated in daily Incident Management meetings to make recommendations regarding rights 

and restrictive practices
• Began preparations for Self-Advocacy conference
• Reviewed Rights restrictions and made recommendations to Personal Support Teams
• Organized resources and tools for new Rights Officer to be on-boarded
Ms. Jane Dahlke will join the OIO as the new Assistant Ombudsman September 1, 2010

SAN ANTONIO STATE SUPPORTED LIVING CENTER
JANE DAHLKE
Assistant Independent Ombudsman

Glossary of Terms 
Listed are just some of the terms used in this report and at the 
State Supported Living Centers.

Confirmed- Term used to describe an allegation which is determined to be supported by 
the preponderance of  evidence. 
Consult- To ask an expert for advice.
Department of  Family And Protective Services (DFPS) Investigator- An employee of  DFPS with 
expertise and demonstrated competence in conducting investigations.
Director - The administrative head of  the State Supported Living Center and the 
Intermediate Care Facility for Persons with Mental Retardation component of  Rio 
Grande State Center.
ICF/MR-Intermediate Care Facility for persons with mental retardation.
Individual- A person registered or assigned in the Client Assignment and Registration 
(CARE) system who is receiving services from a State Center.
Inquiry- Asking questions to understand or to solve a problem.
Legally Authorized Representative (LAR)- A person authorized by law to act on behalf  of  an 
individual, who may include a parent, guardian, or managing conservator of  a minor 
individual, or a guardian of  an adult individual.
Legislative Inquiry- an investigation, especially a formal one conducted into a matter of  
public concern by a body constituted for that purpose by a government, local authority, 
or other organization.
Office of  Independent Ombudsman (OIO)- Established for the purpose of  investigating, 
evaluating, and securing the rights of  individuals residing at State Centers. The OIO is 
responsible for reviewing abuse, neglect and exploitation incidents; administrative, 
clinical or rights issues referred back to the State Center; and each final ANE 
investigation that the State Center receives from DFPS. 
Personal Support Team (PST)- A group of  persons who possess the knowledge, skills, and 
expertise necessary to develop, implement, monitor, and revise a plan that is responsive to 
an individual’s goals, wants and needs.  This group assesses an individual's treatment, 
training, and habilitation needs and makes recommendations for services, including 
recommendations of  whether the individual is best served in a State Center or in a 
community setting.
Referral- to hand over for consideration, reconsideration, or decision a document or 
question; the process of  directing or redirecting (a question) to an appropriate specialist 
or agency for consideration, reconsideration or decision.
Resolved- to deal with (a question, a matter of  uncertainty, etc.) conclusively; settle; solve. 
A legal or official determination. 
Unconfirmed- term used to describe an allegation in which a preponderance of  evidence 
exists to prove that abuse, neglect, or exploitation did not occur.
Unresolved- not solved or concluded:  not having undergone resolution.
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Staff Biographies
State Office

Dr. George P. Bithos
Independent Ombudsman

Raised in Dallas, Dr. Bithos attended The University of  
Texas and graduated from Southern Methodist University 
with a Bachelor of  Science in Biology and Anthropology.  
After practicing reconstructive dentistry for 28 years, Dr. 
Bithos retired to change the direction of  his life. He read for a 
PhD in Theology and History at the University of  Durham in 
Great Britain.  After earning his degrees, he returned to the 
States to work in academia in Boston. In 2004, he returned to 
Texas to become the Executive Director of  the Texas 
Conference of  Churches. Dr. Bithos was appointed the 
Independent Ombudsman for SSLCs in February 2010 by 
Governor Perry.

George and Ria have been married for over forty years, 
have two grown and married children and five fabulous 
grandchildren.  They enjoy traveling, cooking entertaining 
and the arts.

Ms. Leah Casey
Executive Assistant

Ms. Leah Casey has a Bachelor of  Arts degree in 
Collaborative Health and Human Services, Social Work/
Public Health from California State University Monterey Bay.  
Ms. Casey began her career with the State of  Texas in 
Executive and Staff  Operations for the Department of  Aging 
and Disability Services in 2009 prior to joining the team as 
the Executive Assistant. Before relocating from the State of  
California, Ms. Casey was the Executive Director of  the 
Monterey County Peace Officers Association, the Executive 
Assistant to the Chief  of  Police for the City of  Monterey, and 
an Intern Liaison and grant-writer for the Monterey County 
Department of  Child Support Services under the 
Ombudsman and Supervising Attorney. Ms. Casey also 
worked as an intern for First Five, a nonprofit agency 
dedicated to supporting bilingual health and education for 
children ages zero to five, and was a lead organizer for the 
Special Olympics Law Enforcement Torch Run for Monterey 
County, California.

Ms. Candace Jennings
Deputy Independent Ombudsman

Ms. Jennings was born and raised in Galveston County, 
Texas, and received her undergraduate education in Social 
Work at Southwest Texas State University. While attending 
college, she began her service for people with developmental 
disabilities as a direct-care worker in San Marcos, Texas. She 
then gained professional experience as an Investigator for 
Child Protective Services, a Service Coordinator and 
Manager at the Bexar Mental Retardation Authority, and 
most recently held the positions of  Rights Protection Officer 
and Assistant Ombudsman at the San Antonio State 
Supported Living Center. In 2008, she earned a Master of  
Public Administration degree at University of  Texas at San 
Antonio. Ms. Jennings recently moved to Austin in order to 
serve as Deputy Independent Ombudsman. Ms. Jennings 
enjoys spending time with her daughter exploring their new 
community and all th excitement Austin has to offer.

Ms. Carrie Martin
Administrative Assistant

Ms. Carrie Martin is an Austin native and a graduate from 
Texas State University-San Marcos with a Bachelor of  
Science degree in Criminal Justice and a minor in Sociology.  
Carrie has an extensive background working in various 
capacities in the education, non-profit and social services 
fields, including roles in administrative operations, career 
services and recruiting, training and education, case 
management, and organizational development.  Before 
joining the Office of  the Independent Ombudsman for State 
Supported Living Centers, Carrie worked at the McCombs 
School of  Business with the University of  Texas-Austin as a 
Recruitment Specialist, and briefly worked with the 
Department of  Family and Protective Services at the Center 
for Policy and Innovation.  For nearly two years, Ms. Martin 
worked at the Marbridge Foundation, a non-profit residential 
and training facility for adults with cognitive, developmental 
and physical disabilities, where she provided employment 
services for an average of  100 residents, developed and 
taught varying levels of  life skills and job skills classes, built 
community and employer relationships, as well as served as a 
member of  the Foundation’s admissions panel.  For her 
future endeavors, Carrie looks to further her education to 
pursue a Master’s degree in Public Administration.

20
10

 A
N

N
U

A
L 
R
EP

O
R
T 

S
ep

te
m

b
er

 



15

State Supported Living Centers Regional 

Ms. Jill Antilley
Assistant Independent Ombudsman 
Abilene 

Ms. Antilley has worked at the Abilene State School/
Abilene State Supported Living Center for 9.5 years. Her 
career started in the Recreation Department as direct-care, 
while attending college at Hardin Simmons University (HSU). 
Ms. Antilley graduated from HSU in 2000 with a degree in 
Police Administration went on to work at a juvenile 
correctional facility as a juvenile probation officer following 
graduation. Ms. Antilley returned to the Abilene State 
Supported Living Center in 2002 to be a Qualified Mental 
Retardation Professional for the next five years. Ms. Antilley 
later accepted a position as  the Human Rights Officer in 2008 
and then joined the Office of  the Ombudsman for State 
Supported Living Centers in 2010.

Ms. Jessica White
Assistant Independent Ombudsman 
Austin

Ms. White assumed the duties as the Assistant Independent 
Ombudsman for the Austin State Supported Living Center on 
May 3, 2010. Ms. White is a graduate of  West Virginia 
University with dual degrees in Sociology and Criminology, 
and is currently completing her Masters of  Social Work degree 
at Texas State University. Ms. White’s affinity for the elderly 
and disabled was established as a child, when she accompanied 
her grandmother as a volunteer at nursing homes throughout 
her hometown of  Marietta, Ohio. Following graduation from 
college, her professional career started as a Certified Long-
Term Care Ombudsman and Program Director for the Ohio 
Department of  Aging, where she advocated for residents of  
nursing homes and Intermediate Care Facility for Persons with 
Mental Retardation facilities throughout eight counties in 
Ohio.  Upon moving to Texas, Ms. White became a Certified 
Guardianship Specialist with the Texas Department of  Aging 
and Disability Services (DADS) where she was the legal 
guardian for wards of  the State assigned by the court. Ms. 
White worked with Adult Protective Services, Child Protective 
Services, judges, attorneys, social workers, schools, law 
enforcement agencies and others within the State system to 
improve and enrich the lives of  the clients ranging in age from 
18 to 90 years old.  Ms. White gained valuable administrative 
experience when she was promoted as a Manager with the 
Department of  Aging and Disability Services Contract 
Oversight Support Unit. Most recently, she was trained as a 
Disability Specialist for the Department of  Assistive and 
Rehabilitative Services in Austin where she evaluated and 
processed disability claims submitted to the Social Security 
Administration.  

Ms. Susan Aguilar
Assistant Independent Ombudsman 
Brenham 

Ms. Aguilar obtained a Bachelor of  Arts degree in Political 
Science from Texas Lutheran University.  She worked in the 
field of  early childhood intervention prior to obtaining the 
position of  Qualified Mental Retardation Professional at 
Brenham State Supported Living Center.  Susan has held other 
positions at the center including Program Facilitator, Person 
Directed Planning Coordinator, Level of  Need Coordinator, 
and has served as a member of  the Human Rights Committee.  
Prior to being hired as the center’s Assistant Independent 
Ombudsman she served as the Interim Rights Protection 
Officer.  

Ms. Erin Knight
Assistant Independent Ombudsman
Denton

Ms. Knight is currently one of  two Assistant Independent 
Ombudsmen for Denton State Supported Living Center. 
Originally from British Columbia, Canada she lived in the 
DFW area for more than 15 years and moved to Denton in 
2002. Ms. Knight has tutored children with Autism and worked 
for Fort Worth ISD. Ms. Knight began working at DSSLC in 
2002 as direct-care staff  while attending the University of  
North Texas. Ms. Knight became an Area Supervisor, Campus 
Coordinator, and QMRP before accepting her current position.
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Ms. Sezer Ruzek 
Assistant Independent Ombudsman
Denton

Ms. Ruzek graduated from the University of  the Aegean 
with a Bachelor’s degree in English Language and Literature, 
with a minor in Linguistics.  Ms. Ruzek started as direct-care 
staff  then progressed to a supervisor, Qualified Mental 
Retardation Professional and a Human Rights Officer in 
different units and Departments  at the Denton State 
Supported Living Center (DSSLC). Ms. Ruzek worked in the 
statewide staff  training project and prepared training programs 
for 1,623 staff  members in DSSLC.  Ms. Ruzek received 
training and participated in certification programs from various 
sources statewide, which included knowledge of  laws, policies, 
regulations, department and agency policy and procedures. Ms. 
Ruzek worked as member of  the Ethics Committee, 
Administrative Review, Incident Management, Critical 
Incident, Do Not Resuscitate (DNR), and the Restraint and 
Injury Review Teams. 

Ms. Helen Alvarez
Assistant Independent Ombudsman
El Paso

Ms. Alvarez earned a Bachelor of  Science in Social 
Psychology from Park University and her academic history 
includes Nursing and Psychology. Ms. Alvarez has over twelve 
years experience serving individuals and their families.  For the 
past eight years, she has gained valuable experience in 
Intermediate Care Facility for Persons with Mental Retardation 
facilities to include the private sector, as well as the El Paso 
State Supported Living Center.  Her experiences in the field 
consists of  Case Management, Program Director, Qualified 
Mental Retardation Professional, Human Rights Officer, and 
Assistant Independent Ombudsman. 

 

Ms. Ramona Rocha-Hughes
Assistant Independent Ombudsman
Lubbock

Ms. Rocha-Hughes is a native of  the Lubbock area, and 
received a Bachelor of  Science in Home Economics and a 
Bachelor of  Arts in Social Work from Texas Tech University 
and is a licensed Social Worker.

Ms. Rocha-Hughes has worked for the state of  Texas for 
over  28 years and started her career while attending Texas 
Tech. Ms. Rocha-Hughes worked as direct-care staff  at 
Lubbock SSLC for five years and San Angelo SSLC for three 
years.  First, as a campus social worker and then as the 
Diagnostics & Evaluations social worker, she was able to ensure 
that families and individuals received needed services.  Ms. 
Rocha-Hughes returned to Lubbock SSLC to work in the 
community services department for one and a half  years 

providing continuity services, placement, and supervised  a 
group home. Ms. Rocha-Hughes was also hired as part of  the 
survey team and worked as a surveyor for 15 years. Ms. Rocha-
Hughes was hired as the Human Rights Officer for Lubbock 
SSLC and served in that position for two years.

Ms. Mary Stovall
Assistant Independent Ombudsman
Lufkin 

Ms. Stovall has a long history of  serving the Center in 
numerous positions and most recently as the Assistant 
Independent Ombudsman for State Supported Living Centers.  

After graduating in 1987 from Stephen F. Austin State 
University in Nacogdoches, Texas with her Bachelor of  Social 
Work degree, she immediately began employment with the 
Center as a Social Worker serving in that position until being 
named the Director for the Female Juvenile Offender’s 
Program.  Simultaneously, she served as an Assistant Unit 
Director while working with this challenging group of  young 
ladies.  Later, she served as the Center’s Rights Protection 
Officer for many years, leading up to her new-found position.

Ms. Lynda Mitchell
Assistant Independent Ombudsman
Mexia

Ms. Mitchell has more than 30 years experience working 
with and advocating for individuals with intellectual and 
developmental disabilities and their families.  For the past eight 
years, she has served as the Human Rights Officer for Mexia 
State Supported Living Center.  Prior to that, she was in unit 
administration and continuity of  care services. Ms Mitchell also 
worked for Child Protective Services in Navarro County, where 
she investigated abuse and neglect and provided case 
management services.

Ms. Mitchell is a licensed social worker and earned her 
Bachelor of  Arts in Social Work from the University of  Mary 
Hardin-Baylor and her Masters in Education from Stephen F. 
Austin State University.  Ms. Mitchell has served as Chair of  
the Limestone County Child Welfare Board and as an officer 
for the Central Texas Council of  Child Protection Boards.

Mrs. Pam Turner
Assistant Independent Ombudsman 
Richmond

Mrs. Turner is a graduate from the University of  Houston  
and has worked in the field of  developmental disabilities for 
over 30 years.  Mrs. Turner’s experience spans a variety of  
programs including, a small Intermediate Care Facility for 
Persons with Mental Retardation for children, public schools, 
community Mental Health/Mental Retardation programs, and 
Intermediate Care Facility for Persons with Mental Retardation 
for adults. Mrs. Turner has been instrumental in promoting 
and protecting the rights of  people living at Richmond State 
Supported Living Center. 

Staff Biographies
20

10
 A

N
N

U
A

L 
R
EP

O
R
T 

S
ep

te
m

b
er

 



17

State Supported Living Centers Regional 

Ms. Pam Turner (continued)
Mrs. Turner has provided training to staff, volunteers and 

people with developmental disabilities about rights issues, 
practices and policies; investigating complaints of  rights 
violations, reviewing trends in facility rights restrictions, and 
reviewing facility and statewide policies and procedures to 
ensure that all practices promote and protect the rights of  
persons served. Mrs. Turner was certified by the Quality 
Consortium of  the Accreditation Council to provide Outcomes 
Based Performance Measures Reviews and served as a member 
of  the Quality Assurance and Improvement System Team; the 
QAIS Team performed outcomes based performance reviews 
of  Central Gulf  Mental Health/Mental Retardation programs.  

Mrs. Turner also served as a member of  the Facility 
Support Performance Indicators review team which reviewed 
policies and performance of  support services at Richmond 
State Supported Living Center.  She served as a member of  the 
Quality Enhancement assessment team as a generalist 
reviewing the quality of  staff  interactions and active treatment 
in State Supported Living Centers.  Mrs Turner has served as a 
member of  the Wharton Community Resource Council, The 
ARC of  Wharton and the Texas PASS Network Advisory 
Council.  Recently, she served as Chairman of  the Human 
Rights Committee and Coordinator of  the Self-Advocacy 
Program at Richmond State Supported Living Center.  

Mr. James Arnold
Assistant Independent Ombudsman 
Rio Grande Center, Harlingen

Mr. James Arnold hails from Pearsall, Texas, and attended 
University of  Texas (UT) at Austin and Texas A & I (now Texas 
A & M) in Kingsville to complete his Bachelor of  Arts degree in 
Music Education.  While attending UT Austin, Mr. Arnold 
auditioned for the Lackland Air Force Band and joined the Air 
Force. Mr. Arnold was stationed in the Philippines with the 
600th Air Force Band, and traveled to Thailand, Guam, and 
Formosa. 

Following his military career, Mr. Arnold completed two 
Master's degrees; one in Educational Psychology from East 
Texas State University and the other in Counseling Psychology. 
Mr. Arnold became a Police Officer, then Sergeant for the 
Commerce Police Department.  Mr. Arnold considered a new 
career and accepted a Psychologist’s position at the Rio Grande 
State Center in Harlingen.  Later, Mr. Arnold took a position at 
the Harlingen Independent School District. Mr. Arnold 
returned to the Rio Grande State Center and worked in Client 
Rights serving as the Human Rights Officer. Mr. Arnold also 
currently teaches psychology at South Texas College. 

Ms. Melissa Deere 
Assistant Independent Ombudsman San 
Angelo

Ms. Deere has a Masters Degree in Counseling Psychology 
and comes to the Independent Ombudsman’s office from the 
Department of  Family and Protective Services in Adult 
Protective Services (APS)where she served as a facility 
investigator for four and a half  years.  While working with APS, 
Ms. Deere received the “Sherlock Holmes Award” in 2008, 
which is an award given by the department to an investigator 
that is nominated by their peers.  

Ms. Deere has over ten years experience in working with 
persons with Mental Retardation and other developmental 
disabilities.  Other work experiences include five years with 
Mental Health/Mental Retardation Services for the Concho 
Valley, two years with The Bair Foundation (a foster care 
agency) and two years for Shannon Hospital.

Ms. Jane Dahlke 
Assistant Independent Ombudsman San 
Antonio

Ms. Dahlke has been working with people who have 
developmental disabilities for the past 30 years, and graduated 
from Texas State University San Marcos with a Bachelor of  
Science in Recreation Administration. 
Ms. Dahlke furthered her career as a Qualified Mental 
Retardation Professional, Program Director and a Licensed 
Social Worker. Ms. Dahlke progressed in the field by becoming 
an Administrator for a 200 bed Intermediate Care Facility for 
Persons with Mental Retardation/RC facility for ten years.  Ms. 
Dahlke then moved into Education Services for the 
Department of  Aging and Disability Services in 1995 and 
served as a Joint Trainer in ICF. Regulatory caught her eye in 
2007 and she became an ICF and Geriatrics Surveyor. Full 
circle Ms. Dahlke taught in the Geri Academy and later 
transferred to the San Antonio State Supported Living Center. 
Although not commissioned at this time, Ms. Dahlke is a State 
of  Texas Peace Officer.
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