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	Routine Facility Visits (Volunteer)
	· Represent the LTCOP in a professional manner and promote acceptance and understanding of the program’s purpose to residents, family members, and facility staff.

· Identify and respond to problems during routine visits.

· Visit facilities as necessary to investigate complaints.

· Educate residents, family, and staff on residents’ rights and the purpose of the Ombudsman program.

· Visit nursing homes at least 3 times/month, boarding homes over 60 beds at least 3 times/month, and small boarding homes and adult family homes at least monthly.

· Make a special effort to seek out residents at high risk for neglect or abuse. These may include residents without family or friends who visit or represent their interests if they are unable to, residents who are high acuity, residents who exhibit behavior problems, etc. 

· Ensure that all residents have access to ombudsman services in assigned facilities.

· Make an effort to meet new residents and provide them with ombudsman brochures and information on residents’ rights.

· Spend the majority of time at a facility with residents, not staff.

· Establish a balanced and objective relationship with facility staff.  First obligation is to residents.

· Honor confidentiality and privacy in visits with residents in an effort to allow them to voice their concerns without fear of retaliation.

· Promptly report concerns or problems they cannot resolve to the regional ombudsman.

· Notify facility staff of their presence upon arrival at the facility. Wear their badges on all visits.

· Seek & obtain permission before entering a resident’s room.

· Vary the times they visit facilities.

· Check that the phone numbers for the AASA Complaint Resolution Unit and local Ombudsman are posted and accessible to residents. 

· Ask for a current list of residents for their facilities.
	· Visit their assigned facilities more frequently than the expected minimum.

· Commit more than four hours per week.

· Are willing to respond to emergency calls and/or respond to complaints in facilities that aren’t assigned to them.

· Mentor other volunteers.


	

	Training and Reporting Responsibilities


	· Complete certification training

· Attend a minimum of six monthly in-services

· Adhere to the ombudsman code of ethics

· Discuss unresolved complaints or problems with regional ombudsman before taking more aggressive measures.

· Immediately inform the regional ombudsman if contacted to testify in court or contacted by the press.

· Complete and submit monthly reports as required

· Report leaves of absence, vacations, extended sick time, etc.

· Turn in I.D. card when resigning as a volunteer or taking an extended leave.


	· Obtain applicable training in addition to certification and in-service trainings.

· Mentor new volunteers.

· Serve as a resource for fellow volunteers.
· Attend statewide LTCOP conference when offered.

	

	Coordination with Residential Care Services


	· Attend survey exit conferences for assigned facilities when possible.

· Share general observations about quality of care when requested by RCS staff.

· Review survey reports for assigned facilities.

· In consultation with the regional ombudsman, appropriately refer complaints to RCS, and immediately refer complaints or observations of abuse or neglect if the resident consents.

· Take the initiative to introduce themselves to the surveyors or licensers for assigned facilities, when possible.

· Facilitate resident and family contact with surveyors, when possible.

· Keep survey dates confidential, if known.

	· Take an active role in advocating for residents during survey.

· Facilitate resident and family contact with surveyors.

· Participate in RCS-sponsored events such as trainings, meetings, educational events, etc.

	

	Resident and

Family Councils
	· Respond to requests from residents or family members for assistance with developing a resident or family council.

· Attend meetings when invited and be familiar with key council members.  Educate council on role of LTCOP.

· Educate facility staff on rights to form a resident or family council and on the purpose of the council. 

· Work on complaints assigned by resident or family council.

· Try to ensure all residents or families are represented fairly on the council.

· Empower and assist residents or family members to get their concerns heard by staff and owners.

· Encourage resident council to network with other resident councils via participation in the Resident Councils of WA (or similar organization)
	· Actively promote councils and assist with development, which may include convening the first few meetings, educating residents & families on the functions of a council and their rights to create one, and cultivating a leader.


	

	Advocacy for systemic or culture change


	· Educate facility staff on residents’ rights and community resources.

· Reinforce positive activities and behavior on the part of facility staff and participate in facility efforts to improve the quality of care. 

· Motivate staff to want to improve quality of care.

· Encourage facility staff to be resident-centered
	· Obtain extra training to become a better resource to residents and staff, such as mediation, behavior modification techniques, etc.

· Be a resource on best practices and where to find resources to help resolve problems and improve quality of care. 


	

	Legislative Advocacy


	· Inform regional ombudsman of new or emerging problems that may need to be addressed legislatively.
	· Under the direction of the regional ombudsman:

· Keep abreast of proposed legislation relevant to residents in long term care facilities.

· Write letters of support or opposition to proposed legislation.

· Coordinate, empower, activate, resident and family council advocacy efforts.

· With RLTCO visit local legislators to educate them about long term care issues.

· Participate in phone trees or e-mail trees.

	

	
	
	
	


Page 1 of 4
Page 4 of 4

