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LTCO Program Standards

	TOPIC
	BASIC
	EXEMPLARY
	NOTES

	
	
	
	

	PROGRAM MANAGEMENT

(Regional)
	
	
	

	Program Planning
	
Develop, submit, and implement an annual plan as required by contract.
	
Advisory council members and volunteers participate in setting program goals and objectives.


Annual planning retreat is conducted to review previous/current years’ accomplishments and address future plans.

· Goals and objectives are outcome oriented.
	

	
	
	
	

	Program Evaluation
	
Annual review of action plan, standards, and goals & objectives.


 Conduct annual evaluation of the program using criteria established by State Ombudsman.

· Annual review of progress on action plan.
	
Advisory council members, volunteers, contract agencies, residents/families, providers are involved in program evaluations (on-going & annual).
	

	
	
	
	

	Inter-Agency Relationships

(E.g., APS, RCS, HCS, DDD, RSN, etc.)
	
Regional Ombudsman have access to the names and telephone numbers of local DSHS representatives.


Regional Ombudsman is notified of facility surveys and discusses general issues with survey team members.


LTC Ombudsmen receive training on the survey process and complaint investigation process.


Regional LTCOP follows policies and procedures for making referrals to CRU, APS, or other agencies.
	
Regional Ombudsman or staff participate in local Quality Improvement Forums.


LTC Ombudsmen participate in survey process by attending group meetings with residents and exit conferences.


Regional Ombudsman provides general information about issues, without violating confidentiality, to DSHS complaint investigators, licensors, and case managers.


LTC Ombudsmen collaborate with Mental Health Ombuds on cases involving clients with mental illness in LTC facilities.


Regional Ombudsmen provide training to other agencies about the LTCOP and Residents’ Rights.


Representatives from other agencies are invited to train LTC Ombudsmen.
	

	
	
	
	

	Community Outreach
	
LTCOP responds to requests for information about the program from community members and groups.


LTCOP sends out press releases or other announcements for volunteer recruitment, recognition, or other significant events.
	
Regional Ombudsman (or designee) represents the LTCOP at community meetings.


Regional Ombudsman makes presentations to community and professional groups (e.g., Kiwanas, AARP Chapters, EMS Personnel, Attorneys, Physicians, etc.)


LTCOP works with other agencies/organizations to develop programs to educate the public about long-term care.


Participate in community fairs, information booths, etc.
	

	
	
	
	

	Reporting
	
Maintain WOMBIS data entry


Submit monthly program statistics to State Ombudsman by required date.


Establish policies/procedures for sharing important reports with volunteers (e.g., survey reports, complaint investigation reports).
	
Prepare annual report of accomplishments for distribution to volunteers, Advisory Council, contract agency, and other interested parties.
	

	
	
	
	

	Fundraising
	
Work with local contract agency to advocate for on-going program funding.

· Support state efforts to raise funds when resources allow.
	
Write grants for additional program support and special projects (e.g., website design, volunteer recognition).


Solicit donations and fund raise for volunteer recognition and educational events.

· Advisory Council participates in fundraising efforts.
	

	
	
	
	

	Advisory Councils
	· Regional LTCOP establishes an AC

· AC is representative (see WACs)

· Names/addresses of members is provided to State LTCO.

· Meeting agenda and minutes are provided to State LTCO.

· AC members are involved in development of regional goals and outcomes.

· AC members are involved in volunteer screening.

· AC members are involved in promoting the program in the community.
	AC members involved in:

· Fundraising

· Planning/executing volunteer recognition events

· Training new volunteers

· Community outreach events and training

· Recruiting  and screening

      Regional Ombudsman, when

      appropriate

· Special projects in a region
	

	
	
	
	

	INTERNAL COMMUNICATION
	
	
	

	New or changed policies
	
	
	

	LTCOP Program Policy:
	· Regional LTCO’s review and follow Program Instruction Memo’s (PIM) and maintain a notebook of PIM’s  

· Program policies are verbally communicated to volunteers at monthly meetings and trainings.
	· Volunteers receive written copies of relevant policies are shared in newsletter or a web site.
	

	DSHS or other policies
	· RLTCO’s work to develop strong inter-agency relationships that facilitate clear flow of information .


	
	

	
	
	
	

	LTCOP Policies/Positions


	· Regional staff alert state LTCO on trends and issues that may impact policy.

· RLTCO assists State LTCO by providing complaint data on issues that impact the LTC system.
	
	

	
	
	
	

	Legislative Activities
	· Regions regularly make State LTCO aware of problems and concerns (systemic issues).

· RLTCO’s share legislative “alerts” with volunteers, advisory board and other supporters to promote LTCOP legislative agenda.
	· Legislative agenda is shared in volunteer newsletter or on website.
	

	
	
	
	

	Media relations
	· Regions immediately notify State LTCO when contacted by the press concerning sensitive issues, program policy, or confidential matters.

· RLTCO uses the media to promote volunteerism
	· Press used to promote volunteerism, legislative agenda, public awareness of the LTCOP.

· Nutures relationship with local press in order to promote local programs.
	

	
	
	
	

	Survey Schedule
	· Survey schedules are kept confidential by State and Regional Ombudsmen as required by law.
	
	

	
	
	
	

	Staffing Changes
	· Regions notify state of anticipated staffing changes.

· Regions notify state of expected staff absences and major changes in office coverage.


	
	

	
	
	
	

	Events
	· Regions notify state office of trainings, volunteer recognition events, and regional LTCOP-sponsored events.
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	Best Practices
	· Regions contact one another for consultation, support, information gathering, and problem solving.
	· Opportunities for sharing best practices between regions is made – including ideas, handouts, training materials, etc.
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