
Are you in a long-term care facility?

It’s a visit regardless of the purpose.

Determine the type of visit (complaint or non-
complaint related) as required by your state 
policies and procedures.

It’s not a visit.

Many activities can be conducted by phone, 
email, or online training.

NoYes

Activities are defined in NORS. Follow state 
requirements for entering activities 
conducted during the visit. 

• Information and Assistance (I&A) to 
individuals

• I&A to facility staff

• Resident council participation

• Family council participation

• Training session for facility staff

• Survey participation

• Visit (complaint or non-complaint 
related)

Activities are defined in NORS. Follow state 
requirements for entering activities 
conducted.  

• Information and Assistance (I&A) to 
individuals

• I&A to facility staff

• Resident council participation

• Family council participation

• Training session for facility staff

• Survey participation

Is it a Visit?

IS IT A VISIT? IS IT A VISIT?

WHAT TO REPORT WHAT TO REPORT

Use this decision tree to help you determine if your work counts as a visit and how to document 
your activities. This is based on National Ombudsman Reporting System (NORS) definitions. Follow 
your state policies and procedures for additional guidance for conducting and reporting visits.
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