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We will begin in a few minutes. 
Thanks for joining us today.
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Welcome!
• 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.



Thank you to the 5,152 volunteers in the LTCOP!
These individuals donated 250,515 hours to 
advocating for residents of long-term care facilities.

Data from 2020 NORS https://ltcombudsman.org/omb_support/nors/nors-data

https://ltcombudsman.org/omb_support/nors/nors-data


Speakers
• Washington Long-Term Care Ombudsman Program

o Patricia Hunter, Washington State Long-Term Care Ombudsman
o Kristin Hyde, Communications Consultant
o Pamela Williams, King County Ombudsman Program Representative

• California Long-Term Care Ombudsman Program
o Susan Bussean, Program Manager, Fresno-Madera LTCOP

• Volunteers
o Kathy Eckert, Pennsylvania Long-Term Care Ombudsman Program 

Volunteer, Pike County, PA
o Brenda Milam, Senior Certified Ombudsman Program Representative 

Volunteer, Metro Atlanta Counties, GA



Promoting Awareness and Recruiting for Volunteers

The Washington State Long-Term Care Ombudsman Program is operated by Multi-Service Center. Multi-Service Center is a 
501(c)(3) non-profit agency that offers people pathways out of poverty through support and resources in education, employment, 
housing, energy assistance, food, and clothing. More information can be found online at www.mschelps.org

http://www.mschelps.org/


Triple challenges of higher need for Ombuds visitors, fewer 
volunteers, continued looming threat from COVID that makes 
current volunteers reluctant to go back to visits and continues 
to chill new applications

2. Volunteer reten



Goals

➢ Raise awareness of the LTC 
Ombudsman program 

➢ Recruit 200 new volunteers

➢ Continue to grow public and 
policymaker awareness of 
the issues that impact LTC 
residents

Audience

➢ Folks who have time and 
interest in volunteerism

➢ LTC residents & family 
caregivers

➢ WA state legislators, 
Governor’s staff, state agency 
leaders (who can support 
funding for the program and 
policies that improve quality of 
care for residents)



Strategies
1. Proactive media outreach to leverage “free”/earned 

media coverage 
2. Paid and donated Ads, sponsored content 
3. Online outreach, digital Ads, social media 



Provide pre-written articles to like-minded organizations  



Outreach to Media 

Pitch memos and press 
releases and follow up 
calls

Setting up virtual 
interviews and meetings 
with reporters and 
editors

Prepping spokesteam 
(State and Regional 
Ombudsman Staff and 
Volunteers)

Getting “ambassadors” 
to sign and submit letters 
to the editor 



Provided training and support to develop “ambassadors”

Media and interview skills for staff, volunteers and residents

How to stay on message; tips for successful interviews

Support with writing, op-eds, press releases, outreach to reporters



Preparing & Practice

● What year did you join the program as an 
Ombudsman?

● How did you hear about the program?
● What led you to apply to become an Ombudsman?
● What life experiences have sparked your interest 

in advocating for residents of long term care?
● What do you find most rewarding about your role?
● Is there a story you can share that is a good 

example of the kind of role you play?
● Can you share an instance when you helped a 

resident (s) resolve an issue, when your 
intervention had a positive outcome? (without 
revealing any names of residents or facilities)

Try to keep your answer to 1-2 minutes

Build a message sandwich
What’s the problem/threat?
Who or what is the villian?

Who is being threatened? At risk of being harmed?
What’s at stake?

What’s the solution? Who is the hero? 
What’s the resolution?



Impact
Web traffic Increased support from state policymakers/budget

New volunteer applications Empowered staff, residents and volunteers as ambassadors

Becoming a go-to source for local media 



Questions
Patricia Hunter

stateombuds@multi-servicecenter.com

Pamela Williams

pamela.williams@mschelps.org 

Kristin Hyde

kristin@kristinhyde.com

800-562-6028
TTY Users: 1-800-737-7931
E-mail: ltcop@mschelps.org
www.waombudsman.org

mailto:kristin@kristinhyde.com


Susan Bussean
Program Manager, PSA 14

Ombudsman Volunteer Recruitment,
Management and Retention



Fresno-Madera Long Term Care
Ombudsman Program Stats

Our Team:
• 8 Staff members and 28 Certified Ombudsman Representatives

• (49 when the COVID Pandemic began, down to 16 and now up to 28 and counting!)

Our Coverage Area:

• All licensed long-term care facilities in Fresno and Madera Counties

• 38 Skilled Nursing Facilities

• 215+ Residential Care Facilities for the Elderly/Assisted Living

• Adult Residential Facilites and Intermediate Care Facilities (Alleged abuse investigations)

• Ombudsmen provide advocacy services for nearly 10,000 residents



Where do we find new Volunteers?

• Radio and TV Advertising

• Revisit Old Contacts

• Invite Current Ombudsmen to Recruit their friends

• Every Community Education Opportunity ends with an “ask” for 
volunteers…always!



Volunteer Recruitment Strategy

• ADVERTISING CAMPAIGN!
• As large a budget as you can afford!

• Brief staff on how to effectively engage the caller and 
complete the Volunteer Intake Form

• Callers need to feel welcomed and valued from the first “hello”

• Return interest calls immediately!





Volunteer Retention/Engagement
Begins With the Phone Interview!

• Ask what motivated them to make the call…what peaked their 
interest?

• Ask about their knowledge about what Ombudsmen actually do?

• Ask about their life experiences, professional experiences, work history, 
etc. (S.H.A.P.E)

• LISTEN for “Objections”!



“Meet them Where They’re At”

• Discuss their typical concerns/objections in a  way that makes them 
comfortable

• Explain how facility assignments are made

• Reassure them that they’ll not be given a facility assignment that is 
above their comfort zone

• Share that their passion to help and willingness to try is all that’s 
needed

• Always mention that it’s more fun to do with a friend and ask if they 
might know someone who might be interested



The Intake Process…

• Share the current time commitment, COVID testing & PPE requirements

• The most frequent concern  mentioned is the time commitment

• Let them know about the ongoing support and opportunities for 
volunteers

• Ask if they  have questions that have not been addressed and invite them 
to call back if they think of any that come up



The Follow Up Process
• Tell them when to expect the “Welcome Email” and describe ALL of the 

attachments that will be included

• Make a follow up call to be sure they’ve received and viewed the email and 
ask if they have any questions

• Immediately enter comments and date of each follow up on the Potential 
Ombudsman Spreadsheet

• Send a class attendance confirmation email to all who register for the class

• Personally call all trainees on the Friday before the class begins

• Theses steps help communicate our commitment to our volunteers and that 
we are excited to have them join us!



The Training Class Week

• Be prepared to meet and welcome them!

• Trainee Introductions (WHO I am, WHY I’m here)

• Explain the objectives, expectations for the week, Live Scan and 
Shadowing/Interning sign ups



More About Shadowing/Interning

• Prior to training…Program staff is designated for office coverage 
and various types of facilities to be visited are determined

• Explain the Shadowing/Interning Sign Up Sheets to the trainees 
again on the first day of class

• Our Live Scan best practices…



Getting Them Out in the Field!

• Trainees are always escorted to their first facility visits by a staff 
Ombudsman

• New Ombudsmen have been trained that they MUST visit their 
assigned facilities at least once EVERY month and that they must 
alert the program office staff whenever they are unable to do so

• A volunteer facility assignment meeting is set up immediately 
after the shadowing is completed



The Dreaded Monthly Paperwork

• Very little focus is placed on paperwork during the 36-hr training class

• New Ombudsmen are instructed to make a one-on-one paperwork 
training appointment with a staff member

• A monthly Paperwork Workshop is available on the 1st Thursday of 
each month



Esteeming Volunteers
• Ongoing support from the program office staff  is EXTREMELY important!
• Continue to “meet them they’re at” because “where they’re at” sometimes changes
• Always look for coaching opportunities to help increase their Ombudsman skills
• Share good stories and celebrate a job well done or a challenge conquered

at monthly meetings
• Male sure that volunteers have the tools and resources needed to be successful

• Name badges, business cards, program polo shirt (if applicable)
• Our Ombudsman Tool Kit is a favorite for our volunteers!

• ALWAYS make time for them!
• We use our annual Volunteer Recognition Event as a way to celebrate our wonderful 

volunteers



Where Are We Now?

• We will be offering 3 additional Ombudsman Certification Training Class opportunities in 2022

• Our team of dedicated staff do a great job of providing mentoring, technical assistance and ongoing support 
for our amazing volunteers!

• Our volunteer workforce has almost been rebuilt to our pre-pandemic level!

• Our new online training platform was launched at the end of FY 2020-21 and allows trainees to complete 
portions of their 36-hr training in the comfort of their own home

• We are in the process of establishing our new “norms” as far as targets and contract goals go, and we are 
anxiously looking forward to a time when volunteer recruitment, training and retention will be as it was in the 
past

• We are looking forward to meeting our contract goals and objectives for FY 2021-22!

• If we can rebuild our Volunteer Team during the Pandemic…We can easily do it in the future!



Actions That Support Volunteer Retention…

• Coaching

• Celebrating

• Equipping 

• Inviting

• Esteeming

• Valuing

• Recognizing

• Providing opportunities

These are some of the actions that support and help us  achieve volunteer 
recruitment and retention, and make them feel loved and appreciated!



Thank you!



Kathy Eckert

Pennsylvania Long-Term Care Ombudsman 
Program Volunteer

Pike County, PA



Brenda Milam

Senior Certified Ombudsman Program 
Representative Volunteer

Metro Atlanta Counties, GA



Survey of 
LTCOP 
Volunteers

• 596 responses
• 34 states



Felt it was a worthwhile way to contribute to my 
community.

I saw firsthand the need when my mom was in 
LTC.

Concern for nursing home residents

Love older persons

I am a medical student interested in a career 
serving older patients

Having direct contact with people that I might 
help

Prior experience with SNFs during my working 
career



I love what we do and our purpose. 

Everyone should be respected and 
treated fairly.

Everyone deserves to be heard and 
their voice matters.

Sometimes I am the only voice a 
resident has.

I enjoy the residents that I work 
with.

I had high expectations and, so 
far, they have been exceeded.



Helping improve the quality of 
life.

Gaining the residents trusts 
when seeking to resolve their 
complaints.

The relationships that you 
develop with the residents and 
some of the staff are special.



Often, I am the only person to visit a resident.

Sunny smiles and thank you.

Resolving problems and making a difference in their lives, often, unfortunately, in a 
minor way. 

Also, keeping the facility on its toes through observation and addressing issues.

Seeing a case get resolved much easier than the resident thought possible.

Ability to identify needs and to address them and see results of my efforts.



What message (or key words) would you suggest 
programs use to recruit new volunteers?
•
• Loneliness is awful

• The rewards you personally receive by being an Ombudsman are beyond description. 
I have volunteered in numerous programs throughout my life. Nothing compares to 
the love and hope you give to those who need it most.

• I never heard of the LTC Ombudsman program before my friend spoke of it. She 
recruited me.

• Be the voice for those who can't speak for themselves.



Value of LTCOP Volunteers…

https://acl.gov/sites/defa
ult/files/programs/2021-
09/ACL%20Volunteeris
m%20Study_Infographi
c%20August%202021.p
df

Numbers are from FY 2019

https://acl.gov/sites/default/files/programs/2021-09/ACL%20Volunteerism%20Study_Infographic%20August%202021.pdf






RESOURCES



• https://acl.gov/sites/default/files/programs/
2020-
10/NORC%20Research%20Brief_Use%2
0of%20Volunteers_508.pdf

https://acl.gov/sites/default/files/programs/2020-10/NORC%20Research%20Brief_Use%20of%20Volunteers_508.pdf


Volunteer Management
Volunteers are the backbone of many Long-term Care Ombudsman Programs. With 
the help of volunteers, the Ombudsman program can have a regular presence in 
facilities and stay in touch with residents. Included are resources on recruitment, 
training, retention, and recognition of volunteers; materials from webinars hosted by 
the NORC; and volunteer management examples from Ombudsman programs 
around the country.
• Getting Started
• Program Management
• Volunteer Training
• Volunteer Recognition and Retention
• Volunteer Management Conference Calls/Webinars
• Volunteer Opportunities

https://ltcombudsman.org/omb_support/volunteer

http://ltcombudsman.org/omb_support/volunteer/getting-started
http://ltcombudsman.org/omb_support/volunteer/program-management
http://ltcombudsman.org/omb_support/volunteer/sample-training-programs
http://ltcombudsman.org/omb_support/volunteer/volunteer-recognition
http://ltcombudsman.org/omb_support/volunteer/calls-webinars
https://ltcombudsman.org/omb_support/volunteer/volunteer-opportunities
https://ltcombudsman.org/omb_support/volunteer


Q&A



Please complete the evaluation! Thank you.

https://www.surveymonkey.com/r/KRLT8HT

https://www.surveymonkey.com/r/KRLT8HT


Connect with us:

www.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 90OMRC0002-01-00, 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.

http://www.ltcombudsman.org/
mailto:ombudcenter@theconsumervoice.org
https://www.facebook.com/theconsumervoice
http://www.twitter.com/ConsumerVoices
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