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Agenda

- Greetings from ACL

- Part lll Review

- Verification, Disposition, Referral, and Closing Cases Basic Principles

- Open Dialogue

- Part IV Review

- Ombudsman Program Activities
- Open Dialogue

- Resources
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Questions? Use the Q&A or Chat box.

. 4

Question & Answer

Chat
The Q&A window allows you to ask questions to the host and panelists. They can either
reply back to you via text in the Q&A window or answer your question live. The in-meeting chat allows you to send chat messages to and send a message to the
1. Click Q&A to open the Q&A window. host, panelists, and attendees (if permitted).

2. Type your question into the Q&A box. Click Send.
@ (@] Q&A

1. Click Chat to open the in-meeting chat.

&

Manage Participants  Share Screan
2. The chat will appear on the right side of your Zoom window if you are not in
full screen. If you are in full screen, it will appear in a window that you can
move around your screen as needed.

3. To change who you are chatting with, click the drop down beside To:.

LILH All panelists and attendees ~

You All panelists ir atte

3

v All panelists and attendees |

4. Type your message and press Enter.

What happens when | raise my hand?
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ACL’s Greetings

Louise Ryan
Ombudsman Program Specialist
Administration on Aging /Administration for Community Living
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NORS Training Part IlI:
Verification, Dispositions, Referrals, and Closing Cases

The National Long-Term Care

The four documents pertaining to Part Il
NORS training materials are:

* Basic Principles
e Quiz
* Quiz Answer Sheet

Closing the Case

https://ltcombudsman.org/omb support/nors

Ombudsman Resource Center
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The National Long-Term Care
Ombudsman Resource Center

PART lll BASIC PRINCIPLES

man Ombudsman Resource Center

:Td;- The National Long-Term Care PART Ill QUIZ ANSWER SHEET

om

man Ombudsman Resource Center

NOTE: Questions 2 and 13 were revised in September
2019, please use this version.

NATIONAL OMBUDSMAN REPORTING SYSTEM
(NORS) TRAINING PART Il

Verification, Disposition, Referral, and Closing Cases

REMINDER: Throughout these training materials “Ombudsman” is used as a generic term that may mean
the state Ombudsman, a representative of the Office, or the Ombudsman program. Use the NORS tables
developed by the Administration for Community Living/Administration on Aging with these training
materials when indicated (Table 1: NORS Case and complaint codes, values and definitions; Table 2 NORS
Complaint codes and definitions; and Table 3 State Program Information, OMB Control Number 0985-0005).

Close the case when the following complaint information is complete:

¥ Verification - A confirmation that most or all facts alleged by the complainant are likely
to be true. Select: Verified or Not verified

¥ Referral Agency": The agency or agencies to which a complaint was referred to as part
of the Ombudsman program’s plan of action for complaint resolution. There can be
multiple referrals to agencies in one complaint. Select:

o1 Licensing, regulatory, or certification agency 04 Protection and advocacy
oz Adult protective services 05 Legal services
03 Law enforcement or prosecutor 06 No referral was made

99 Other (include type of agency, e.g.
domestic violence center)

¥ Disposition: The final resolution or outcome of the complaint.
Each complaint can have only one disposition. Select:

1. Partially or fully resolved to the satisfaction of the resident, resident representative, or
complainant.

2. Withdrawn or no action needed by the resident, resident representative, or complainant.

! Refer to NORS Table 1, Part € — Case and Complaint Definitions, for definitions of each of the five agencies. NORS
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https://ltcombudsman.org/omb_support/nors

Basic Principles - Verification

-Verification Is a confirmation
that most or all facts alleged
by the complainant are likely
to be true.

-Each complaint must have a
verification status, verified
(01) or not verified (02).
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Basic Principles - Verification

- Always attempt to determine the facts of complaints as part of the complaint
Investigation process.

- Investigate and work to resolve complaints on behalf of one or more residents
for purposes of resolving the complaint to the resident’s satisfaction and of
protecting the health, welfare, and rights of the resident.

- Support and maximize resident participation in the process of resolving the
complaint and follow the direction of the resident.

- Continue to work with the resident and resolve the complaint to their
satisfaction, even when you cannot verify.
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Basic Principles - Disposition

- Disposition is the final resolution or
outcome of a complaint.

- You may perform many activities
when resolving and investigating a
complaint, but there is only one
outcome.

- Each complaint must have a
disposition code, whether the
complaint is verified or not.
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Basic Principles - Disposition

When choosing a disposition code
always follow the direction of the Disposition Codes
resident.

: . 01 partially or fully resolved
If the resident cannot communicate P y y

his/her satisfaction, the ombudsman
may look to the resident’s
representative or to the complainant to
determine if the resolution is
consistent with the rights and interests
of the resident.

02 withdrawn or no action
needed

03 not resolved




If the resident cannot communicate

Rely on the perspective of a resident representative so long as the
Ombudsman has no reasonable cause to believe that the resident
representative is not acting in the best interests of the resident.

If the resident does not have a resident representative, the
Ombudsman shall determine the complaint disposition.

- See 1324.19(b)(2)(G)(5) of the LTCOP Rule.
. See 1324.19(b) (2)(G)(ii)(B) of the LTCOP Rule.



https://www.gpo.gov/fdsys/pkg/CFR-2017-title45-vol4/xml/CFR-2017-title45-vol4-part1324.xml
https://www.gpo.gov/fdsys/pkg/CFR-2017-title45-vol4/xml/CFR-2017-title45-vol4-part1324.xml
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Basic Principles - Referral Agency

—_——— e — e — — — — — — — — — — — — — — —— —

|
- The agency or agencies to which | Reterral Agency Codes
|

a complaint was referred to as /01 Licensing, regulatory, or
part of the Ombudsman certification agency

) . |
program’s plan of action for 02 Adult Protective Services

complaint resolution. |

103 Law enforcement or prosecutor
I

- Every complaint must have a ‘04 Protection and advocacy

I :
referral code. 05 Legal services

- You may have more than one :06 No referral was made

referral agency for a complaint. 199 Other
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Basic Principles - Complaint and Case Closed

- Each case must have only one

case closed date. i

- Each complaint must have only r’f""A—gE
one complaint closed date. |

- Close the case after completion of CLI, }E -
actions on all complaints within |
the case and every complaint has -——————_______-I
a referral code, verification, and
disposition code.

This Photo by Unknown Author is licensed under CC BY-NC-ND


http://sandierpastures.com/dubai/papas-hit-and-run-accident-gets-closure.html
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Please type your guestions into the Question and Answer box by
clicking on the Q&A icon at the bottom of your screen.
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NORS Training Part IV:
Ombudsman Program Activities

The three documents for the revised Part IV
NORS training materials are:

» Basic Principles
* Quiz

* Quiz Answer Sheet

https://ltcombudsman.org/omb_support/nors

NOTE: Questions 9, 10, and 13 were revised In
September 2019 and the answer to question 5
was revised in October 20109.

The National Lon

erm Care
Ombudsman Resource Center

PART IV QUL

NATIONAL OMBUDSMAN REPORTING SYSTEM

= wn m pnee oy gy

(NORS) TRAININ
Ombudsman Progrg
S-68

REMINDER: Throughout these trai
state Ombudsman, a representative
by the Administration for Cemmuni
when indicated (Table 1: NORS Case
codes and definitions; and Table 3 5
codes and definitions used in these

Refer to NORS, Table 3 State Prog
codes and values, and examples
S-51 through 5-68. Some of the 3
into your software system. They
that are being collected in this ve|

Training for staff of nursing facil

1. You conduct an in-servicd
available to all staff, you

Who's the audience?)

2. You conduct a training fol
community requests the
community.

Who's the audience?

3. Yourlocal Ombudsman p
rights for facility staff thg
When you review the infe
viewed by 100 people. B:

than half of the individua

Who's the audience?|

The National Long-Term Care
Ombudsman Resource Center

PART IV QUIZ ANSWER SHEET

NATIONAL OMBUDSMAN REPORTING SYSTEM
(NORS) TRAINING PART IV
Ombudsman Program Activities Quiz Answer Sheet on Codes

S-51 throu

h 5-68

REMINDER: Through|
state Ombudsman, a

by the Administration
when indicated (Tablg
codes and definitions;)
codes and definitions

Each person taking {
for the definitions of
questions. This Quiz
If questions arise re;
Some of the answer,

system. They are ing|
collected in this vers|

T g for staff of
1. You conduc
available to

‘Who's 1]

You are repq
the two sesq

2. You conduc
community

community.

Who's the a

WMl The National Long-Term Care

gl Ombudsman Resource Center

NATIONAL OMBUDSMAN REPORTING SYSTEM
(NORS) TRAINING PART IV

Ombudsman Program Activities' Basic Principles

REMINDER: Throughout these training materials “Ombudsman” is used as a generic term that may mean
the state Ombudsman, a representative of the Office, or the Ombudsman program. Use the NORS tables
developed by the Administration for Community Living/Administration on Aging (ACL/AoA) with these
training materials when indicated (Table 1: NORS Case and complaint codes, values and definitions; Table 2:
NORS Complaint codes and definitions; and Table 3 State Program Information, OMB Control Number 0985~
ooos). The NORS codes and definitions used in these materials are taken from the ACL tables 1-3 and are not
to be modified.

NOTE: Most of the data elements for the State Program Information in the ACL Table 3: State Program
Information is compiled and written by the Office of the State Ombudsman. The Part IV Basic Principles,
Quiz, and Quiz Answers are focused on Part H of the Table 3 as those Ombudsman Program Activities
are the most application to representatives of the Office (i.e., local/regional ombudsmen).

NORS does not capture all program activities and states may choose to collect additional data on
training, facility visits, survey participation, participation in resident and family councils, and community
education. However, states will need to determine how to document all activities to ensure there isn't
duplication and overcounting.

‘Ombudsman programs conduct a range of important activities and report these activities in NORS.
ACL/A0A uses this data to describe and promote the work of the Ombudsman program. It is important
that Ombudsman programs are accurate in their activity reporting (e.g., not over counting activities
when two representatives participate in the same activity).

NORS does not capture all program activities and states may choose to collect additional state-level
data on topics such as, individual training sessions, systems advocacy activities, working with the media,
etc.

Training
Training for Representatives of the Office
The Office of State Long-Term Care Ombudsman will report the following data elements for training.
provided to representatives of the Office annually in the Older American’s Act Performance System
(OAAPS).

* Certification Training Hours: States are required to report the total hours of training required

for an individual (paid or volunteer) to achieve certification which allows an in ual to be
eligible for designation as a representative of the Office of State LTC Ombudsman.

1 ACL Table 3: State Program Infermation Part H

May 20191

PART IV BASIC PRINCIPLY



https://ltcombudsman.org/omb_support/nors

NORS Training Part IV: Basic Principles

- Most of the data elements for |
ACL Table 3: State Program \

Information is compiled and % :
written by the Office of the \\ADE
State Ombudsman. v&»//

- NORS does not capture all
program activities.

This Photo by Unknown Author is licensed under CC BY-SA-NC


https://mkleit.wordpress.com/tag/false-needs/
https://creativecommons.org/licenses/by-nc-sa/3.0/
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Basic Principles - Training

The Office of State Long-Term Care Ombudsman will report the following data
elements for training provided to representatives annually.

- Certification Training Hours: The total hours of training required for an individual
(paid or volunteer) to achieve certification which allows an individual to be eligible
for designation as a representative of the Office of State LTC Ombudsman.

- Continuing Education: The annual number of hours of in-service training required
for all representatives of the Office to maintain designation.

- Individuals Completing Certification Training: The total number of individuals
(paid or volunteer) completing certification training within the federal fiscal year.
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Basic Principles - Training

- Training for Facility Staff by Ombudsmen
- Report the number of sessions conducted, and

- the type of facility (nursing facility or residential care community) based on the facility
affiliation of most of the participants for each session.

- In-Person Training

- Report each training instance as a separate session even if repeated at the same
facility, such as at different shifts, or when repeated at a conference.

- Examples:

- The program provided an abuse prevention training to the morning and evening shift at
a nursing home this equals two sessions.

- The program provided morning and afternoon residents’ rights training at an assisted
living provider conference over two days. This equals four sessions.
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Basic Principles - Training

- Distance Learning (webinar, online courses, conference calls)

- To report distance learning there must be a way to track that participants completed the
training and their facility affiliation.

- Regardless of the number of attendees, a distance learning training program that tracks
completion numbers and facility affiliation counts as one session.

- Example

- There are two online training programs on residents’ rights, one is for nursing facilities
and the other is for residential care communities. The content of each is specific to the
facility type. Therefore, the state will report two sessions in NORS, one under each
facility type, provided at least one person completed each online training program.



L
Basic Principles — Faclility Visits

- Number of facilities visited regardless of the purpose (complaint or non-
complaint).
- Definition: Total number of nursing facilities or residential care community facilities that received

at least one visit by a representative of the Office during the reporting year, regardless of the
purpose of the visit.

- The total number of all visits.

- Definition: Total number of nursing facility and residential care community facility visits no matter
the purpose of visit (complaint or non-complaint related) by representatives of the Office.

- Number of facilities that had routine access.

- Definition: Total number of nursing facilities and residential care community facilities visited, not
In response to a complaint, in all four quarters by representatives of the Office.
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Basic Principles — Survey Participation

- Report each distinct type of survey activity as one instance by facility type.

- Definition: Report the total number of instances of survey activity by representatives
of the Office.

- Example: Include participation in both standard surveys and complaint surveys.

- You may have more than one survey participation activity associated with one
survey in one facility.

- Example: A surveyor calls you prior to entering the building, and you provide
Information about your observations during your visits and the type of complaints
you’ve handled. You also attend the exit survey. This would count as two instances of
survey participation.



Basic Principles — Resident Council and Family
Council Participation

- Report each distinct type of resident or family council participation as one
Instance by facility type. Participation includes meeting with council leadership,
training the council, and/or attending a council meeting.

- Tips
- If technical support, consultation, or resource information is provided to a
resident council or family council outside of a council meeting, report that
activity as an information and assistance activity (S-55).

- If two Ombudsmen attend the same resident or family council meeting that
participation should be reported as one instance.
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Basic Principles — Community Education

- Report each instance of community education outreach sessions by Ombudsmen.

- Tips
- Use for attendance at health fairs, community events, general presentations, etc.

- The number of individuals attending the community education event is not collected in
NORS.

- If a community education session is provided by distance learning (such as a webinar,
on-demand course, or conference call) there must be a way to track that participants
completed the session in order to report it as a session in NORS.

- Newsletters, blogs, and other forms of media do not count as community education.

- If two Ombudsmen participate in the same community education event, it counts as
one instance.
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Please type your guestions into the Question and Answer box by
clicking on the Q&A icon at the bottom of your screen.
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NORS Instructions, Training, and Materials
https://Itcombudsman.org/omb_support/nors

NORC Webinars
NORC Notes

MNational Ombudsman
Reporting System - (NORS)

» NORS Data
* NORS FAQs
* NORS Training

» NORS Frequently Asked
Questions Webinar

Program Management
Program Promotion

Ombudsman Program
Examples

Systems Advocacy
Technical Assistance FAQs
Training

Volunteer Management

A Are You A New
Ombudsman?

Access resources to

National Ombudsman Reporting System (NORS)

Ombudsman programs report their activities such as facility visits, complaints received and
investigated, information and assistance provided, and community education to the
Administration for Community Living (ACL)/Administration on Aging (AcA) to be summarized in
the National Ombudsman Reporting System (NORS). NORS data is available on the ACL

website hereand hereand on the NORC website.

The NORS data collection was revised effective October 1, 2019. The goal of revising NORS is to
enhance ACL’s ability to understand and report on Ombudsman program operations, experience
of long-term care facility residents, and changes in long-term supports and services policies,

research, and practices.

NORC updated the four-part NORS training materials to reflect the updated codes, definitions,
and activities and instruct programs on how to record the work they do. The ACL NORS data

collection tables are below and available on the ACL website.

* Introduction: NORS Revisions

* Table 1: NORS Parts A, B and C - Case and complaint codes, values, and definitions
® Table 2: Complaint codes and definitions

* Table 3: State Program Information

* Crosswalk A: NORS Overview

* Crosswalk B: Complaint Codes (Old NORS to Revised NORS)

* NORS Complaint Codes and Definitions (NEW!)

NORS Training Materials (REVISED!

®* NORS Data
* NORS Frequently Asked Questions Webinar



https://ltcombudsman.org/omb_support/nors
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Frequently Asked Questions

https://ltcombudsman.org/omb_support/nors/nors-fags#complaint-coding

NORC Webinars

NORS Frequently Asked Questions (FAQS)

NORC Notes This page contains answers to frequently asked questions regarding the revised National

Ombudsman Reporting System (NORS) - effective October 1, 2019. The answers were developed
National Ombudsman

Reporting System - (NORS) with input from members of the Workgroup to Improve NORS Consistency (WINC) and in
coordination with the Administration on Aging/Administration for Community Living (click on
» NORS Data . : ;
“Answer” to read the answer to the question). View these FAQs in a PDF here.View the Asked
*> NORS FAQs and Answered: Frequently Asked Questions (FAQs) about the Revised NORS webinar recording
* NORS Training which is based on the first round of FAQs.

» NORS FAQ and TA Open ) . - .
Dialogue Webinars Throughout these frequently asked questions, (FAQs) “Ombudsman” is used as a generic term
that may mean the state Ombudsman, a representative of the Office, or the Ombudsman

Program Management program.

Program Promotion If you have questions to suggest for additional FAQs, please

emailombudcenter@theconsumervoice.org.
Ombudsman Program

Examples * Abuse, Neglect, and Exploitation
¢ Complainant
Systems Advocacy * Complaint Coding
* Disposition
Technical Assistance FAQs ¢ Information and Assistance
* Opening and Closing a Case
Training * Referral
* Survey Participation
Volunteer Management » Verification

* Visits



https://ltcombudsman.org/omb_support/nors/nors-faqs#complaint-coding

Questions? Comments?

S

CONTACT US




Contact Information

Amity Overall-Laib, NORC Director
aoveralllaib@theconsumervoice.org
(202) 332 2275 ext. 207

Louise Ryan, Ombudsman Program Specialist, AOA/ACL
louise.ryan@acl.hhs.gov
(202) 795-7355

Maria Greene

NORC Consultant
mgreene@theconsumervoice.org
(770) 668 6366
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mailto:louise.ryan@acl.hhs.gov
mailto:mgreene@theconsumervoice.org
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Connect with us:

www.ltcombudsman.org

ombudcenter@theconsumervoice.org

nThe National LTC Ombudsman Resource Center

G @LTCombudcenter

D Get our app! Search for "LTC Ombudsman Resource Center" in the Apple Store or Google Play

This project was supported, in part, by grant number 900OMRCO0001-01-00, from the U.S. Administration for Community Living, Department of Health and Human
Services, Washington, D.C. 20201. Grantees undertaking projects under government sponsorship are encouraged to express freely their findings and conclusions. Points
of view or opinions do not, therefore, necessarily represent official Administration for Community Living policy.
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