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LTCO Program Standards

Regional Monitoring Tool
	TOPIC
	BASIC
	EXEMPLARY
	NOTES

	PROGRAM MANAGEMENT
	
	
	

	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.


	

	Program Evaluation
	
RLTCO conducts annual review of action plan, standards, and goals & objectives.


RLTCO completes annual program  evaluation using LTCOP Program Standards as a monitoring tool.


	
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.)
	
RLTCO’s work to develop strong inter-agency relationships that facilitate clear flow of information.
· Regional Ombudsman has 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 Program Instruction Memo for making referrals to CRU, APS, or other agencies.

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

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

.
	

	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 makes presentations to community and professional groups (e.g., Kiwanis, AARP Chapters, EMS Personnel, Attorneys, Physicians, etc.)
	
Regional Ombudsman (or designee) represents the LTCOP at community meetings.


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 and other required reports 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 participate in volunteer screening.

· AC members promote the program in the community.
	AC members involved in:

· Fundraising

· Planning/executing volunteer recognition events

· Training new volunteers

· Community outreach events and training

· Recruiting  Volunteers, Regional Ombudsman, when appropriate

· Special projects in a region
	

	Internal Communications
	
	
	

	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 or information is shared in newsletter or a web site.
	

	LTCOP Policies/Positions


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

· RLTCO assists State LTCO by providing complaint data and case examples of issues that impact the LTC system.
	
	

	Legislative Activities
	· 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 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, and public awareness of the LTCOP.

· Nurtures 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.
	
	

	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.
	


Volunteer Management

	TOPIC
	BASIC
	EXEMPLARY
	NOTES

	Recruitment
	· Program will use at least three methods to advertise for new Ombudsman  
· Job description and non-discrimination clause is closely adhered to.
· Respond timely to interested persons including sending volunteer application, volunteer job description, letter of introduction etc.
· Program recruits and trains enough volunteers annually to replace volunteers who leave and /or increase volunteer base as budget allows.
	· Advisory Council or other service organizations work with Ombudsman program to advertise and recruit volunteers.  

· Mass media techniques such as TV Spots, Public Service Announcements, and Internet etc. are used.

· Speaker Bureau is developed to give presentations to service groups.
· Regional office sponsors orientation meeting for potential volunteers.
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	NOTES

	Screening
	· Each volunteer will be interviewed by a panel with a minimum of one Advisory Council Member & the Regional Ombudsman
· All applicants must submit an application and authorize a criminal history check.
· Criminal History Checks must include possible alias or be done by the Washington State Patrol.  The applicant must be free of any disqualifying crimes. 
· A minimum of two references will be checked.
· Screening will be completed before volunteer attends the Certification Training.  

· Possible areas of conflict of interest will be identified and addressed prior to training.
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	Training
	· Volunteers complete the certification training authorized by the State Ombudsman office

· Volunteers receive the specialty training required by the WAC. 

· Volunteer attends 6 in-service meetings a year and/or comparable education.  

· Program offers at least 10 in-service meetings a year for volunteers.  

· Volunteers are encouraged to attend statewide volunteer  events and other training opportunities.  


	· Volunteers are offered additional  training  opportunities beyond the monthly in-services.

· Program pays for volunteers to attend relevant community educational opportunities.

· Volunteers are used to train other volunteers.   

·  A newsletter or website is developed to keep volunteers updated with information and program news.

	


	Placement
	· Volunteers are assigned facilities within a reasonable time after training.

· Volunteers are placed in facilities that best meets the needs of the residents, facility, volunteer, and program. 

· Regional Ombudsman or Staff introduce new volunteers to owner/administrator and other lead staff

·  Introductory meeting to the assigned facility includes things such as, chain of command, access after hours, possible scheduling for other introductions to key groups, identification of key contacts, clarifying Ombudsman Role.

· Inexperienced AFH Ombudsmen are introduced to a minimum of the first two facilities. 

· Experienced volunteers may introduce self to a facility with discretion of the Regional Ombudsman. 

· Volunteers change assignments if they are no longer effective in a facility.

· Facilities are contacted when a volunteer’s assignment has changed.    


	· Volunteers visit the different types of facilities with experienced volunteers before assigned to their own facility.

· Opportunities are developed to use volunteers’ additional skills or keep them active when different role is needed.

· Volunteer positions are developed that give leadership role in supporting other volunteers.

· Volunteers receive in depth specialty training when assigned to specialty homes.


	

	Supervision
	· Regional Office has contact with each assigned volunteer at least once a month and the Regional office is aware of the Ombudsman’s activities.  (Contact includes reports and/or consultation)

· RLTCO provides consultation regarding ombudsman duties and process during first three months of assignments.

· RLTCO assures that volunteers submit monthly activity reports on time.

· RLTCO reviews volunteer 

documentation  and follows up to assure complaint resolution.

· RLTCO continuously re-trains volunteers to keep all information, records and files relating to complaints or investigations, confidential unless the resident, their legal representative or a court order authorizes disclosure.

· Regional office maintains a current list of volunteers, which is submitted to the State Ombudsman office when requested.  

· Volunteers are prepared for court or legislative hearings (with assistance of state office and/or legal services).  

· RLTCOP is accessible to volunteers through phone (i.e., message, pager, etc.) and volunteers are responded to in a timely manner.  

· RLTCOP provides volunteers with information on upcoming trainings, meetings, and other events.

· Volunteers have opportunities to report critical issues, trends, and best practices to Regional LTC staff.

· Regional Ombudsmen notify volunteers of policy changes or new policies when instructed by the state office via PIM’s. 
 
	· RLTCO has developed job descriptions for volunteer leadership positions. 

· Volunteer leaders are trained and appointed to instruct and mentor others.  

· RLTCO has a method to supervise appointed volunteer leaders such as mentors and coordinators. 

· Appointed volunteer leaders will understand role as support under guidance of RLTCO versus supervision of other volunteers.   

· Support Groups are held regularly.

· Intranet site is utilized.

· Newsletter is distributed on regular basis.

· Volunteers contact each other. 
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	Evaluation
	· Regional Ombudsman implements a volunteer evaluation process using state criteria annually. 

· Regional Staff meets with each volunteer within six months and annually after that to discuss progress.

· Volunteer has opportunity to evaluate the program.  

· RLTCO evaluates volunteers informally through on-going contacts, attendance at meetings and trainings, etc. 

· Supervisory concerns are addressed and action is taken to correct poor practices. 

· Corrective action may include additional training, assignment change, suspension or de-certification.  

· Volunteers are annually recognized formally for their efforts


	· Annually the Regional Ombudsman visits the facility with the ombudsman to observe performance and receive input from residents.

· Volunteers are evaluated after three months of placement, and every year after.

· Community leaders are invited to attend annual recognition for the volunteers.


	.
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	Resignation and 

De-Certification
	· The RLTCO notifies the State Ombudsman Office of recommendation to de-certify.

· A volunteer who is de-certified is provided a copy of  the grievance procedure.  

· The State LTC Ombudsman finalizes de-certification.  

· Volunteer turns in ID badge upon leaving the program.

· Leave of absence occurs when volunteer informs Regional Ombudsman.  For an extended leave (3 or more months)  I.D. badge is collected until volunteer returns.

· Volunteer may return to program if leaves in good standing and approved by Regional Ombudsman.  Re-certification required after six months of absence.  


	· The Regional Ombudsman does a formal exit interview with the resigning Ombudsman to evaluate the program policies and procedures.
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	Consumer information 

	· Consultation and program information is available by telephone during working hours.

·  Only certified Ombudsmen take confidential information.

· An answering system and basic referral information and/or backup number is on message during absences.  

· Messages are checked daily; calls are returned within 3 working days.

· At a minimum, annual and special topic reports are available with LTCOP data on closed complaints and other program activities.

· Consumers and facility staff are given information and referrals to community resources to enable problem solving and choices of long-term care options (consultation).

· Written program information is available including legal memos, brochures, fact sheets, and resource materials.


	· Assistance is provided to the public in understanding public entitlement programs, Medicare.gov websiste and other community resources.

· Local LTCOP website.

· Website provides links to special services, survey information, quality control information, and other long-term care topics.

· A library is maintained and easily accessible to volunteers.  
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