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Welcome

▸ This webinar is being recorded.
▸ Use the Q&A feature for questions for the speakers.
▸ Use the chat feature to submit comments or respond to questions from speakers or other 

attendees.
▸ Please complete the evaluation questionnaire when the webinar is over.
▸ Links to resources will be posted in the chat box and will be posted to the NORC website –

ltcombudsman.org.

http://www.ltcombudsman.org/
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Federal Perspective 
Beverley Laubert, National Ombudsman Program Coordinator, Administration for 
Community Living (ACL)
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NORS Tables Modifications
 Table 1

 Complaint Disposition. Revised Examples and Reporting Tips. Use 2 for no action needed when the 
resident dies before a final outcome has been obtained and there is no resident 
representative to determine resolution.

 Table 2

 F01 Accidents and Falls. Revised Examples and Reporting Tips. A resident who uses a wheelchair 
independently catches a finger in wheelchair spoke and fractures a finger; resident falls while 
getting out of bed; pinches hand in doorjamb and sustains a skin tear.

 I01 Environment. Revised Definition and Examples and Reporting Tips.

 Definition: The building environment including safety hazards, room or water temperature is 
too hot or cold or ventilation is inadequate. 

 Examples and Reporting Tips: Use for cigarette smoke or other odors; noise; hazards such as 
cleaning supplies improperly stored, and similar problems. 
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NORS Tables Modifications

 Table 3

 Part D: Staff and Volunteer Data Elements description revised. All staff counts are as of September 30 
and volunteer counts include volunteers who were program representatives at any time during 
the fiscal year. 

 Resident council participation (NFs and RCCs) definition revised. Total number of instances of 
attendance at resident councils, including meeting with council leadership and training of resident 
councils or resident groups at nursing facilities by representatives of the Office. 

 Family council participation (NFs and RCCs) definition revised. Total number of instances of attendance 
at family councils, including meeting with council leadership and training of family councils or family 
groups at nursing facilities by representatives of the Office. 

 Community Education. Examples and Reporting Tips revised. Newsletters and other forms of media 
that impart information about long-term care or the Ombudsman program may be counted as 
community education. 
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NORS Requirements vs Program Practices

 Defines activities (e.g., case, complaint, 
complaint codes)

 Describes how to count activities (e.g., visits, 
I&A)

 Goal to standardize reporting across the 
country (e.g., how to report a complaint, 
how to count a visit – not conduct a visit)

 Establishes state program practices (e.g., 
what is a “quality” visit)

 Sets program standards (e.g., requires 
frequency of visits, establishes timeframes 
for responding to complaints)

State Program Policies and 
Procedures

NORS Requirements
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NORS Training Overview

 The written and online NORS trainings have been reviewed for consistency and are up to-date 
(based on the modified ACL NORS Tables).

 The codes, definitions, examples and reporting tips, are from the NORS Tables.

 NORS and Certification trainings were both built in RISE and use the same Learning Management 
System (LMS), Talent LMS.

 The online course is available for free and may be accessed anytime.

 Thank you to our reviewers from the following states: Arizona, Colorado, Illinois, Iowa, South 
Dakota.
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NORS Materials
https://ltcombudsman.org/omb_support/nors

✓ Modified ACL NORS Tables

✓ Revised Part 1 – 4 training 
materials

✓ Revised NORS FAQs

✓ Side by side chart highlighting 
ACL NORS Tables modifications

✓ Decision Trees

✓ Is it a Visit?

✓ I&A or Complaint?

NEWUPDATED

https://ltcombudsman.org/omb_support/nors
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Accessing NORS materials
https://ltcombudsman.org

https://ltcombudsman.org/home
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NORS Training Parts 1 – 4
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Revised Frequently Asked Questions (FAQs)

 My program emails a monthly newsletter to our 
listserv which includes residents, family members, 
and our volunteers. Does this newsletter count as 
community education? 

 How do I determine the disposition code if the 
resident dies during the investigation? 

 How do I document when I provide training about 
Residents’ Rights (or another topic) to a group of 
residents in a nursing facility that is not during an 
official Resident Council meeting? 

 How do I document the receipt of notifications of 
facility closure? 
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Modified ACL Tables
Table 1 Table 2 Table 3
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NEW – NORS Tables Revisions Chart
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NEW – Complaint or I&A? 
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NEW – Is it a Visit? 
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Revised – Quality Visit Guide
Downloadable: NORC Guide: Making the Most of Your Facility Visits
For purchase: Making the Most of Your Facility Visits Pocket Guide (Set of 50) - The Consumer Voice

https://ltcombudsman.org/uploads/files/support/NORC_VisitGuide_pocketguide2025_digital_(1).pdf
https://theconsumervoice.org/product/what-is-a-routine-access-visit-pocket-guide/
https://theconsumervoice.org/product/what-is-a-routine-access-visit-pocket-guide/
https://theconsumervoice.org/product/what-is-a-routine-access-visit-pocket-guide/
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Tips

The course may be used:
as a state’s sole NORS training source. State specific information will 

be provided by OSLTCO (e.g., state data system, policies and 
procedures, documentation requirements).

 for annual continuing education. 

 for quality assurance. If a representative needs a refresher on a 
specific aspect of NORS documentation, they can take one part (or 
more) of the course. 
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 Access the course by going to our NORS page and 
clicking the green button. Once you create an 
account, you will receive a confirmation email.

 Click Course Catalog to view all courses.

 There are 4 parts to the NORS course and each part 
has its own certificate.

 Once you complete the course quiz at the end of 
each part you will receive a certificate (you can 
immediately download it and it will be emailed to 
you).

 You must receive an 80% or higher on the quiz to 
receive your certificate.

 Your State Ombudsman can log in and see reports 
of your progress and quiz results for each course.

 Receiving a certificate does not mean you are 
certified. Your State Ombudsman will provide 
policies around taking the course.

https://ltcombudsman.org/omb_support/nors


Questions?
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Virtual Office Hour
July 30, 2025, 2 – 3 ET

 More time to discuss NORS

 Register!

https://us02web.zoom.us/meeting/register/tZErcOyprz8oH93m3kx5MBcheCvrGmcH9TeO#/registration
https://us02web.zoom.us/meeting/register/tZErcOyprz8oH93m3kx5MBcheCvrGmcH9TeO#/registration
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For Your Consideration…

 Now that we have the NORS online course, will you use the NORS training materials? If so, 

 Fillable PDFs for the Quizzes?

 PPTs?

 If we made more decision trees, what topic would you like addressed?
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Contact Information
Questions about how to use the platform:

Katie O’Hearn | kohearn@theconsumervoice.org 

Questions about NORS documentation and requests for training:

Amity Overall-Laib | aoveralllaib@theconsumervoice.org 

Maria Greene | mgreene@theconsumervoice.org  

mailto:kohearn@theconsumervoice.org
mailto:aoveralllaib@theconsumervoice.org
mailto:mgreene@theconsumervoice.org
mailto:mgreene@theconsumervoice.org


Connect with us!
ltcombudsman.org
ombudcenter@theconsumervoice.org
The National LTC Ombudsman Resource Center
@LTCombudcenter

This project was supported by the Administration for Community Living (ACL), U.S. Department of Health and Human Services (HHS) as part of a financial assistance 
award totaling $516,407 with 100 percent funding by ACL/HHS. The contents are those of the author(s) and do not necessarily represent the official views of, nor an 

endorsement, by ACL/HHS or the U.S. Government.
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