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Housekeeping

Use the chat feature to submit comments or respond to questions from 

speakers or other attendees.

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

https://www.picpedia.org/chalkboard/p/poll.html
https://creativecommons.org/licenses/by-sa/3.0/
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LTCOP References in 
Federal Nursing Home 
Requirements
▪ Access

▪ Complaint Investigation

▪ Involuntary Seclusion

▪ Consultation/Coordination with 
Ombudsman Programs

▪ Information to Residents Regarding 
Rights and Services

▪ Notice and Disclosure to the LTCOP

▪ Survey Preparation and Process

▪ Transfer/Discharges/Closure

▪ Critical Access Hospitals/Swing Beds

https://ltcombudsman.org/uploads/files/support/omb-ref-in-nh-regs-april-17-final.pdf 

https://ltcombudsman.org/uploads/files/support/omb-ref-in-nh-regs-april-17-final.pdf
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Complaint Investigation

 Survey agencies (SAs) should “manage and investigate” referrals from public 
entities (including the LTCOP) “as complaints.” 

 To assist the SA in the investigation planning process they should consult with 
the LTCOP. 

When a SA refers a complaint/incident to another agency/entity (e.g., LTCOP) 
for action, the SA must request a written report of the investigation. Referrals 
do not relieve the SA of their responsibility to assess compliance with 
requirements.  
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Consultation/Coordination with LTCOPs

State level coordination/consultation such as 

 Terminations or nonrenewal of provider agreements, voluntary and 
planned terminations, consider LTCOP information, share Statement of 
Deficiencies and Plans of Corrections (POCs)

 Considering eligible candidates for temporary facility managers

The SA should ask residents, their families (or representatives), and the 
local ombudsman if they are able to retain and use personal 
possessions. 
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Notice and Disclosure to the LTCOP

Notification when a penalty, assessment, or exclusion becomes final - 
notify the Ombudsman of State's findings of noncompliance, or of any 
adverse action taken against a skilled nursing facility. 

Disclosure of results of inspections (including form CMS-2567), 
investigation activities, proposed remedies, the facilities’ request for 
informal dispute resolution, appeal and results of the appeal. 



88

Survey Preparation and Process
 During offsite preparation for complaint investigation the SA should contact the LTCOP 

to discuss the nature of the complaints and potential history of similar complaints 
(including reports of misappropriation of property or exploitation*). 

 The SA should contact the Ombudsman in accordance with State policy. 

 Notify the ombudsman of the proposed day of entrance into the facility and to 
obtain any information/concerns if applicable. 

 Ascertain whether the ombudsman will be available if residents wish her/him to be 
present during the Resident Council Interview. 

 The SA should invite the LTCOP to the exit interview. If a separate exit is done with 
residents, the LTCOP should be invited to that meeting too.  



NORS Documentation
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How do I count participation in facility 
surveys?
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NORS FAQs

Q – How do I count participation in facility surveys?

A - Report each distinct type of survey activity as one instance by 
facility type. You may have more than one survey participation activity 
associated with one survey in one facility. Refer to NORS Training Part IV 
Ombudsman Program Activities Basic Principles and quiz questions #14 
and #15 for more information.

https://ltcombudsman.org/uploads/files/support/NORS_Training_Part_IV_Basic_Principles.pdf
https://ltcombudsman.org/uploads/files/support/NORS_Training_Part_IV_Basic_Principles.pdf


Kim Palmore
Managing Local Ombudsman
AAA of Ark-Tex 
Texas Long-Term Care Ombudsman Program



Resources
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Key Resources

NORC

 Ombudsman References in Other Federal Requirements Excluding Nursing 
Home Regulations

CMS

 Nursing Homes

 State Operations Manual 

https://ltcombudsman.org/uploads/files/support/omb-ref-in-nh-regs-april-17-final.pdf
https://ltcombudsman.org/uploads/files/support/omb-ref-in-nh-regs-april-17-final.pdf
https://www.cms.gov/regulations-and-guidance/guidance/manuals/internet-only-manuals-ioms-items/cms1201984
https://www.cms.gov/regulations-and-guidance/guidance/manuals/internet-only-manuals-ioms-items/cms1201984
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To Recap 
 Understand requirements for survey agencies to communicate with LTCOPs

 Follow your program policies and procedures regarding communication (e.g., 
MOU, surveys, complaints, referrals)

 Get to know your surveyors (e.g., initial introductions, routine meetings, 
information about your role and opportunities to work together to support 
residents)

 Ask surveyors what would be helpful to them when you submit a complaint

 Consult your supervisor and/or State Ombudsman
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Join NORC’s Email List

Join NORC’s email list to receive information about training 
opportunities, resources, and more.

Visit ltcombudsman.org/sign-up.

https://ltcombudsman.org/sign-up


Connect with us!
ltcombudsman.org

ombudcenter@theconsumervoice.org

The National LTC Ombudsman Resource Center

@LTCombudcenter

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 90OMRC0002-02-00, 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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