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Learning Goals

v'Retention: What is it and am | doing it?

Strategies
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Volunteers Nationwide
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L
What are the consequences...

What's the worst thing that can happen if you have the wrong person* serving as
an Ombudsman Representative in your program?

- Time and energy In training
- Residents no longer trust your program
- Potential damage to the reputation of the program

* Wrong person: not adhering to the rules of confidentiality; not listening to the resident’s wishes;
what else?



“It's not that we don’t trust volunteers! It's that the work they do is so important
that we absolutely must oversee that work closely.” Linda Graff

“Volunteering” increasingly refers to the pay scale, not the nature
or importance of the work.



L
Poll #1

- What percentage of your volunteers are retained each year?
0 to 25%

26 to 50%
51to 80%
More than 80%



L
LTCO Prospective Volunteer Intake Toolkit

Toolkit Table of Contents

- Letter to Prospective Ombudsman - Acknowledgment Form
Volunteer - Confidentiality
- Overview of the LTCOP - Conflict of Interest
- Basic requirements to become a LTCO .- Code of Ethics
representative

- Copy of job description - Sample Interview Questions

- Considerations for Volunteer
Requirements

- Volunteer Application Form \l\e\]\l


http://ltcombudsman.org/uploads/files/support/ltcop-reference-guide.pdf

L
Poll #2

- Does you program perform evaluations of volunteers?
- State Level Yes

- State Level No
- Local/regional Level Yes
- Local/regional Level No



Please answer the following guestions by checking the box to the right of

the question that best describes your experience.

Thank vou for taking the time to fill in this self-evaluation. This is not a test:; there are no
right or wrong answers. The evaluation is a tool to promote thought and discussion. It is
also an opportunity for vou to tell us how we can improve the Ombudsman Program.

1. I represent the resident’s position in fulfilling mv duties.

2. I obtain the resident’s permission before proceeding with complaints.

3. I help residents to solve their own problems. rather than solving the
problems for the residents.

4. I wisit the assigned facility on a regular basis.

I visit the assigned facility on a regular basis.

I have a good working relationship with facility staff.
I investigate further than the staff’s side of the story.
I complete reports of all work I do for the program.

= Rl

9. I turn in reports to the coordinator in timely fashion.
10. I feel comfortable visiting with long-term care residents.

11. T have the information and training needed to do myv job.

12. I understand when and how to report resident abuse, neglect or
exploitation.

13. I feel that I make a difference in the lives of nursing home residents.

U0 0000obood O OO Amwas

OO 0oodubud O O] semetmes

O 000000000 O O0)| Never

What areas in particular would vou like to have further training in or see as a topic at a

future training session?
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VOR Retention

in the R9
Tennessee
LTCOP

Zev Samuels
District Long Term Care Ombudsman
zsamuels@mifa.or;
(901) 529-4565
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Recognizing What You Have

There are many Whys to recruiting and training VORs. If recruitment
and training go well, a local ombudsman might find a roomful of
talented people eager to advocate and to perform.

The steps to building commitment in a team of dedicated individuals,
however, involve recognizing who your team consists of. What are
their talents? Where do you want to take them with trainings, and
designating responsibilities? It starts with the desire to perform.



Communication

Communication is a 2-way street. What are VORs seeing and
hearing in the field? How are they documenting their
observations and their actions?

Do your VORs have a feeling that they are being heard? Are you
listening to them; reading their reports and emails? Are you
communicating your actions and concerns back to them, letting
them know that they are on the right track; or are you suggesting
that they consider other perhaps more successful strategies to
implement in the facility?



Recognition and Appreciation

Is it on the calendar?
* Annual VOR Recognition Lunch (or other event)

* Casual Lunch & Chat for VORs to get together, and to
share experiences

* Bi-Monthly or other VOR Trainings
* Special Events or Projects



COVID-19
Unusual Measures for Unusual Times

VOR Research & Public Awareness

Tennessee Department of Health and TN
Commission on Aging and Disabilities have
restricted all LTC Ombudsmen from entering
facilities.

Our well trained VORs are already familiar with

e Establishing a local Timeline or Chronology of
COVID-19

e Assessing media and government releases for
changes in policies affecting residents

* |dentifying complaints and issues as they
become trends in LTC facilities — to be shared
with residents, families, and others in the
community

PPE and other Activities

Masks and other Personal Protective Equipment
are in very high demand. Even if used to cover
one’s face in public, the idea of virtually coming
together to create masks can have a wonderful
dual purpose.

1) It increases awareness of the importance of
protecting your health during this
pandemic.

2) It brings people together, in a virtual way, to
decrease isolation, and to draw
attention to caring for others who are
at greater risk.



Thank You

Zev Samuels
District Long Term Care Ombudsman
zsamuels@mifa.or;
(901) 529-4565
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RETAINING VOLUNTEERS I

NORC Volunteer Management Webinar, April 22", 2020
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A little bite about us...

Area: 566 mi2 of which 395 square miles is
land and 171 square miles (30%) is water.
Kitsap county has over 250 miles of saltwater
shoreline.

Population: 271,473 (2019)

The United States Navy is the largest employer
In the county, with installations at Puget Sound

Naval Shipyard, Naval Undersea Warfare
Center Keyport, and Naval Base Kitsap



https://www.google.com/search?rlz=1C1GCEU_enUS858US858&sxsrf=ALeKk00VWQd7ag2WyDo0zeAHkNLw-zNBHw:1586993166953&q=kitsap+county+area&stick=H4sIAAAAAAAAAOPgE-LQz9U3yM0tyNWSyk620s_JT04syczPgzOsEotSExexCmVnlhQnFigk55fmlVQqgAQBA8puVD0AAAA&sa=X&ved=2ahUKEwjxmeifyuvoAhU0HDQIHZ1HBMwQ6BMoADAVegQIDhAC
https://www.google.com/search?rlz=1C1GCEU_enUS858US858&sxsrf=ALeKk00VWQd7ag2WyDo0zeAHkNLw-zNBHw:1586993166953&q=kitsap+county+population&stick=H4sIAAAAAAAAAOPgE-LQz9U3yM0tyNXSyk620s_JT04syczP0y8uAdLFJZnJiTnxRanpQCGrgvyC0hyw7CJWiezMkuLEAoXk_NK8kkoFhBQAYduR61MAAAA&sa=X&ved=2ahUKEwjxmeifyuvoAhU0HDQIHZ1HBMwQ6BMoADAWegQIDxAC
https://en.wikipedia.org/wiki/United_States_Navy
https://en.wikipedia.org/wiki/Puget_Sound_Naval_Shipyard
https://en.wikipedia.org/wiki/Naval_Undersea_Warfare_Center
https://en.wikipedia.org/wiki/Keyport,_Washington
https://en.wikipedia.org/wiki/Naval_Base_Kitsap
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WE AVERAGE ABOUT 18 VOLUNTEERS TO ADVOCATE FOR 2,700
LTC RESIDENTS



VALERIE HAS BEEN
A VOLUNTEER LTC
OMBUDSMAN
SINCE 1994!




OUR
VOLUNTEERS
LIKE THEIR
PLAQUES!

Kitsap County
Long Term Care
Ombudsman Program

I Appreciation of Your 20 Years of Advocacy
3 A Member of the LTC Ombudeman Program

MGAYLE HELSETH-KENISON
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OUR ANNUAL
VOLUNTEER
RECOGNITION
LUNCHEON




FOOD AND FLOWERS
EVERY AUGUST.




CHRISTMAS PARTIES AND
REMEMBERING THOSE WE HAVE LOST



Governor’s Proclamation March 10, 2020

PROCLAMATION BY THE
AMENDING PROCLAMATIONS 20-05, 20-06, and 20-16

20-17
Statewide Limits on LTC - No Visitors Amendment

WHEREAS, on Fel

uary 29, 2020, I issued Proclamation 20-05, proclaiming a State of Emergency for
ut the state of Washington as a result of the coronavirus disease 2019 (COVID-19)
ted States and confirmed person-to-person spread of COVID-19 in Washington

s  result of the continued worldwide spread of COVID-19, its significant pro
h risk it poses to our most vulncrable populations, | have subsequ
ations 20-06, 20-0 0-08, 20-09, 20-10, 20-11, 20-12, 20-13, 20-14,
powers under RCW 43.06.220 by prohibiting cer
ws and regulations; and

mendatory I"vm
and 20-16, exercising my

in activities and

waiving and suspending

WHERESAS
World Health ¢

serious illness o

d of COVID-19 has been classified by th
ily from person to person and may rest

WHEREAS, since Pu\hm ation 20-06 issued, the COVID-19 discase has
community outbreaks in Kin

ad quickly across the
ng, Pierce, and Snohomisk
h risks statewide;

of significant associater nd

WHEREAS, the nisk of severe illness and
members of our population who are 60 y

h from COVID-19 appears to be higher in those

rs of age and older, those with chronic health conditions; and

there is an increas

WHEREA!

ate settings, such as lo

risk of rapid spread of COVID-19
care and treatment faciliti
d risk for severe COVID-1!

mong persons who 4

living in
and most residents of long term carc

d

tment facilities are at increa:

WHEREAS, infected facility staff and visitors can introduce & virus into the popul
outbreak; and

on and start an

WHEREAS, the worldwide COVID-19 pandemic a
continue to th d

on State Department of Health (DOH) continues to maintain a Public Health
in coordination with the State Emergency Op
the public health aspects of the incident; and

rations Center and other

Some resident’s rights statutory and regulatory
provision were waived and suspended until
midnight on May 4th, 2020:

Visitation, Access to Representatives, Communi
Interaction, Resident and Family Council,
Refusal to preform services for the facility, and
Reasonable Accommodation



A trained Volunteer Is an asset worth
keeping.




STAY
CONNECTED!




Keeping connected

Healthcare Readiness Taskforce - COVID-19 Response

Northwest Healthcare Response Network

Complete Count Census Committee
County/Community Resources




Dana Gargus
Kitsap Regional
Long Term Care Ombudsman
(360) 337-5714
dgargus@co.kitsap.wa.us
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Eastern Washingten LTCOP
Retaining VoeluRteers

NORC Volunteer Management Webinar, April 22, 2020

Presented by:
Aaron M. Riley
Regional LTC Ombudsman

Eastern Washington Long-Term Care

OMBUDSMAN PRO GRAM

S




WASHINGTON STATE LTCOP ORGANIZATIONAL CHART

US Federal Government

Older Americans Act

State Government
Washington State

Other States

Department of Commerce

Multi-Service Center
Patricia Hunter & Vicki Elting

Community Action
Agencies

Area Agencies on Aging

Regional Offices
Nonprofit Agencies
Sub-contractors

- Regional Ombudsm

s

an: Aaron Riley :

e

Department of Social &
Health Services

Licenses NH/AL/AFH
NH Surveyors
Complaint Investigators

2.5 Staff and 35 Volunteers (as of 4-15-2020)




WashingieRrSialeNEC @mpBueSHanREFIGNS

Counties Covered
King
- Benton, Franklin, Tri-Cities, Asotin, Columbia, Garfield, & Walla Walla
Kitsap
- Adams, Chelan, Douglas, Grant, Lincoln & Okanogan
- Clallam & Jefferson
Ferry, Pend, Oreille, Spokane, Stevens, Whitman
- Kittitas, Yakima
- Pierce

Grays Harbor, & Pacific
Lewis, Mason & Thurston
- Snohomish
- Skagit, Whatcom, San Juan & Island
- Clark, Klickitat, Cowlitz, Wahkiakum & Skamania




RERAINNGNGIURIEESS
Overview or the EWLTCOP:

» Currently we have 35 active volunteers in 4 counties

(No volunteer in Pend Orellle County at this time.)
» Four of the five counties are primarily rural

» Our region has 292 long-term care facilities with

over 7,000 beds/residents




Number of Facilities & Beds In Service Area*

24 Nursing Homes (2,353 beds)
83% covered by an Ombudsman

63 Assisted Living Facilities (3,739 beds)
55% covered by an Ombudsman

207 Adult Family Homes (1,159 beds)
21% covered by an Ombudsman

2 Enhanced Services Facilities (24 beds)
& 50% covered by an Ombudsman

»

.

P I 3‘ Totals: f@g;l:}:_?ozso( beds)




Retainng VeIlURteers

Our Program’s Retention Mantra:

> Retention Starts with Recruitment

» Volunteers Stay Where They Feel Appreciated
» Volunteer Appreciation is VVolunteer Retention

> Volunteers’ Contributions Must Be Meaningful




Eastern Washington LTC Ombudsman Program

__ Washingion State Loag Tem Cane 3102 W. Ft. George Wright Drive | Spokanes, WA 00224
OMBUD N PROGRAM Local {500) 456-713F | Tol-free: (B00) 660-F13F

*Ensuring the Dignity, Rights and Well-Being of Individuals in Long Term Care Today and Tomormow™

LTC Ombudsman Program Volunteer Commitment

I, am willing to commit at least four hours per
(print name)

week to Long Term Care Ombudsman Program for one year, and will follow through on
complaint issues until resochved.

I am willing to work with the Regional Ombudsman or Ombudsman Staff by accepting
supervision/technical assistance, complete the 32 hour cerafication tramning, and attend
mandatory monthly in-service meetings in order to maintain my certification in
compliance with the State Ombudsman’s Program Guidelines. (Initials)

1 commit to submitting monthly Achivity Reports to the Long Termm Care Ombudsman
Office no later than the 5™ day of the following month. (Initials)

As a resident directed volunteer, I agree to advocate for the interests of the resident,
document my findings, report incidents to the Regional Ombudsman or Ombudsman Staff
in a timely manner, and I commit to following the guidelines set forth by the Long Term
Care Ombudsman Program regarding confidentiality. (Initials)

Upon resignation, I commit to returning my State issued Long Term Care Ombudsman
Identification Badge to the Regional Office within 10 days in compliance with the State
Ombudsman’s Program Guidelines. {Initials)

Volunteer Signature

Regional Ombudsman Signature




Retainng VelURteers

e Benefits of Being A LTC Ombudsman

Free certification training

Prevent abuse, neglect & exploitation
Mileage reimbursement

Continuing education PROBLEM
You meet new and interesting people

Helping our most vulnerable neighbors A

Increased knowledge of community resources

Annual volunteer appreciation and recognition



REEINRG VEIURIEESS

Volunteer Appreciation

e We host a volunteer appreciation event in

April during volunteer appreciation month

B = O N et [catesiontom]  Servcevems |

loel | 9/20/2016 3 yrs 8 months
lcarolyn | &/9/2017 2 yr 10 months
[Bonnie | 11/5/2015 4 yrs 5 months

[sharon | 5/1/2000 | tijeas |
Ve [ o pn o ——
[eretchen | /190018 |
_ aque i wmpos | Tmown [0
_ P Heart & Hands Pin o | 10112019 | 7montns | 0|
3 Spit of Excellnce P e [ oppos [ aveamons [ 1]
. . ce budy [ apopos | e |
2 Radiant Appreciation Pin |m
1 year Pin Puzzle Piece P T — T
lscaie | 1071772018 [ fyrGimanhe T
lcaty | /160007 | 2yearmontns |
b | op0p0i6 | sys7momhs | 4|
m—n
i | o200 | 15y 7months | 16 |
7R 717
[ichal | /02015 | ;
loame | 810008 | tysmonins |
hen [ oo [T 1w
lolta [ apopos [ e
Moo | vy | pvess o
o

10/17/2018
Total Experience 117 yrs 10 months







REEINRG VEIURIEESS
Volunteer Appreciation (cont.)
e We acknowledge volunteers’ birthdays at our
monthly in-service meetings
e Sick volunteers are mailed a get-well card

e Often we say:
Good Job!

Thank-You!

Please!
Good Idea!




RERAINNGNCIUREESS
e COVID-19 Considerations:

e Communicate To Keep Volunteers Engaged
e Share “success/feel good” Ombuds Stories

e Encourage Creativity In Communicating with
Residents

e Promote Use of Webinars and Other Online
Learning Opportunities


https://www.youtube.com/watch?v=ICq7mfHBrzo

wie survived another week of COwID-19!1 adapting to our “new normal™ can be challenging; so, we have put topether some wirtual
wisiting ieas, tools and tips o help you with adapting to owr “mew normmal ™~

one of our voluntesr Ombuds [(Sari) shared that two of her facilities are using technolozy to assist residents in contacting
her. These twao fadlities have access to an iPad. The volunteer Ombuwds gave her number 1o the administrator, head of day
and night nursing and the Activities Director so they can @il her using FaceTime. The staff hand the iPad to the resident so
that the wolunteer Ombuods can hawve virbual face-to-face contact. The volunteer Ombwds felt this was ncredibly helpful as
an ombudsman.

Ansotiver one of our volunteer Ombwds [Michal ) called me to obtain my guidance regarding calling her fadility to ask them
about wihat are they doing to combat isolation, lonefiness and depression since residents are not being allowed 1o hawe
wvisitors and activities may have been suspendead?

| told the volunteer Ombuds that her guestion is a great question and that she shwould call her facility and ask the facility
administrator that guestion._ As we t3lked more, | encouwraged the volunteer Ombuds to also ask the fadlity a few other
questions:

" are they looking at creative ways in which they can offer activities or use tesxchnology to engage residents?

~"  Could they conduct activities in small groups and wse sodial distancing to protect residents by keeping them six feet
ar more apart while providing meaningful and fun activities for the residents?

Hawe they considered purchasing additional wWii gaming systems or tablets that residents @an chedk out and use to
play wii games on their TV in their rooms or play games on a tablet in their rooms?

Does the facility have a Hulu, Metflix, Sling TV or Amazon Prime accownt that it can extend/expand the use to
residents wiereas residents can thien access a large library of free streaming mowies and free streaming T shows?

Here are some ather virtual tools that can be suggested to facilities or shared with residents:
= Online Board Games - s Mifehacker.oo L-Can mes-online-with-friends-1842347 003

= Hawving presentations, performances, demonstrations, yoga lessons, cooking losses etc. Using Facebook Live, YouTube or
Zo=om, or some other online mesting platform.

- Participants make art based on a daily
prompt or theme, a‘ldli'len ﬂﬂeﬂhﬂrmrkml.‘le l:usuallpun Im] Ihlswul.id encourage participants to process
what they're experiendng through art, and also gives them the opportunity to have discussions with others in the dub.

Create a collaborative story - httpo/fhackeducation.comy’ 201 1,03 /25 fexguisite-cornpse-2-0-4-appsfor-collaborative-stony-
wiriting.

Take a free online course together to gain skills and knowledge — www o coursera.org; weres lymida comm; weeares. udienny . com; or
ey e org.

Lasthy, don"t forget that youwr self-care is important. This week | downloaded an app called calm to my smart phone. It is a meditation
and relaxation aid. Calm, named the 2017 iFhone app of the year by apple itself promises to help users sleep better, boost
confidence, and reduce stress and anxiaty, all with the help of guided meditations, soothing music and bedtime stories. Calm can be
found in the App store for iPhone users or the Google Play store for android users.

Keep making those calls to youwr fadilities and residents and keep sharing those oreative ideas that you, fadilities, families and
residents are coming up with to stay connected!!

Hawe a great weekend and | will ba in touch with evernyone again next week! Same “Bat™ Time! Same "Bat™ channel!
Aaron







Contact Infermation

Personal Email: riley@snapwa.org

Program Email: ltcop@snapwa.org

Website address:

https.//www.snapwa.org/services-we-provide/I-am-a-
senior/ombudsman/

Our Brighter
Future Starts

TODA



mailto:riley@snapwa.org
mailto:ltcop@snapwa.org
https://www.snapwa.org/services-we-provide/i-am-a-senior/ombudsman/

L
Why People Quit

Number 5: Lack of communication

Number 4: Lack of professionalism
Number 3: The feeling that the volunteer is not really making a difference

Number 2: No feedback from leadership about how the volunteer is doing

And the Number 1 reason: The volunteer leader who doesn't know how to lead

Tom McKee is president and owner of www.volunteerpower.com



http://www.volunteerpower.com/

L
Why People Quit

The organization did not provide clear communications and expectations to the
volunteer regarding:

A. Role

B. Responsibilities

C. Boundaries

D. Expectations

They felt alone and isolated.
They did not experience what they thought they would experience.
They did not receive the on-going training they needed.

They were burnt out.

http://christopherscottblog.com/reasons-volunteer-quit/



http://christopherscottblog.com/reasons-volunteer-quit/

What Can We Learn from Volunteers Who Quit?
And, Why Is This Important?

How to improve:
Recruitment process Y
Communication Tell us about

Training your
volunteering

experience?
May keep people volunteering

May help volunteer become a better advocate




L
Interventions

Poll volunteers with a satisfaction survey

- What problems or frustrations have you had in your LTCOP work?

- What topics for continuing education do you feel would be helpful?

- When you need help, how does the state or local ombudsman program staff respond?
- How helpful are monthly (or quarterly) meetings?

- What would you change about monthly (or quarterly) meetings?

- Which LTCOP representative role (advocate, complaint investigator, or educator) do you find the
most challenging? Why?

- What are some of the barriers that prevent you from accomplishing the goals of the LTCOP?

- During monthly (or quarterly) meetings, you are asked to share your experiences. How does this
help or not help? Why?

- What else can be done to provide you with support in your work with this program?

http://Itcombudsman.org/uploads/files/library/Compendium-Retention.pdf Page 7



http://ltcombudsman.org/uploads/files/library/Compendium-Retention.pdf

Interventions

Use Program Data to Improve Reporting Rate and Volunteer Retention

- Volunteer Ombudsmen may be discouraged by the amount of reporting
- Give them the “Big Picture.”

Share the Data and Cases with Successful Outcomes.

Explain their Impact.

Individual Cases to Systems Advocacy.

Encourage Them to Share.

Reward Timely, Accurate Reports.



Retention

Is an outcome, not a task

Retention is the end result of a well-organized, welcoming, and meaningful
volunteer assignment

\J happy
Volonfeering



L
What Makes Volunteers Happy

- Volunteers want you to be prepared for them.
- Volunteers want to feel welcomed.

- Volunteers want good training.

- Volunteers want to do interesting work.

- Volunteers want to know up front how much time the job will take.

https://www.thebalancesmb.com/making-volunteers-happy-2502612



https://www.thebalancesmb.com/making-volunteers-happy-2502612

- Volunteers want to be appreciated.

- Volunteers want you to communicate with them well and often.

- Volunteers want to know that they are helping to make the world a better place.
- Volunteers want to be socially connected.

- Volunteers want to learn something new.



Communication




L
Poll #3

- Does your program use Zoom, Go To Meeting, Skype, etc. to meet with
volunteers face to face?

- State Level: Yes

- State Level: No

- Local/regional Level. Yes
- Local/regional Level: No



RESOURCES




The following resources (and more) are available on the NORC Volunteer Management
Page http://Itcombudsman.org/omb_support/volunteer

- NORC Ombudsman Compendium: Recruitment, Training, Retention http://tcombudsman.org/library/ombudsman-compendium

- Long Term Care Volunteer Ombudsman Program Exit Interview Questionnaire http://ltcombudsman.org/uploads/files/support/Exit-
Interview-Questionnaire-NY.pdf

- Long-Term Care Ombudsman Volunteer Exit Interview http://ltcombudsman.org/uploads/files/support/HI-Vol-Exit-Interview. pdf

- Ombudsman Volunteer Program EXxit Interview http://ltcombudsman.org/uploads/files/support/UT-exit-interview.pdf

- Volunteer Advocate Program Survey for Resigned Volunteers http://ltcombudsman.org/uploads/files/support/MN-Vol-Adv-
Survey.pdf

- Ombudsman Volunteer Survey http://ltcombudsman.org/uploads/files/support/Volunteer-Survey-MO.pdf

Join the LTCOP Volunteer Management listserv to share challenges and successes
with your peers from across the country, contact cscott@theconsumervoice.org
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Communication Tips and More...
http://Itcombudsman.org/omb_support/volunteer/calls-webinars

- LTCOP Volunteer Management: Model Materials and Sharing Best
Practices

- Effective Training, Oversight, and Communication: Key Practices to
Support Volunteer LTCO and Minimize Risk

- Supporting Volunteer LTC Ombudsmen and Minimizing Risk

- Modernizing Your Program to Attract and Retain Today’s Volunteer


http://ltcombudsman.org/omb_support/volunteer/calls-webinars
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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 NORG; and voluntesr managsment

examples from Ombudsman programs around the country.

Getting Started

Program Management

Volunteer Training

Volunteer Recognition and Retention

Volunteer Management Conference Calls/Webinars

Join our LTCO Volunteer Management Network Listserv!

MORC has created a fres, private listserv for Ombudsman programs that manage volunteers. The
purpose of this listserv is to promote discussion ameng your peers and share challenges and
successes regarding Ombudsman program volunteer management. NORC staff will respond to

questicns and highlight resources, as appropriate. The group is only open to Ombudsman


http://ltcombudsman.org/
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Resources

- NORC Notes — monthly reminder of available
resources and tips for using them

- Archived issues -
http://ltcombudsman.org/omb support/norc-notes

- Ombudsman Outlook — quarterly e-newsletter

- Archived issues -
http://ltcombudsman.org/library/ombudsman-outlook
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Engaged at Every Age: Resources for Consumers

An important element in quality care is the ongoing process of
engaging consumers in the decisions made regarding their care and
life. To give good care, staff must assess each resident and plan
care to support each person's life-long patterns, current interests,
strengths, and needs. Resident and family involvement in care
planning gives staff information they need to make sure residents
get good care and the care they deserve. Below are resources and
information about engaging consumers in their care
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CMS Quality and Certification Oversight Reports
Website: Publicly Available Enforcement Database

In August 2017, the Centers for Medicare & Medicaid Services
(CMS) launched a new website called the Quality and Certification
QOversight Reports (QCOR) to replace the Survey and Certification
Providing Data Quickly (S&C PDQ) system. The previous S&C
PDQ system required a username and password to access the
enforcement information, but the new QCOR website does not
require log-in information and is readily available to all long-term
care stakeholders and the public. Per the CMS S&C memo, the
new website is part of a CMS initiative "focused on increased
transparency and access to data, to providers, suppliers, and
stakeholders."

The new QCOR website provides the results of CMS survey and
certification activity over the last 10 years. The QCOR website can
be accessed at hitps://gcor.cms.gov.

The site includes information on all CMS providers and suppliers,
such as home health agencies, hospices, intermediate care
facilities for individuals with intellectual disabilities (ICF/IID), and
nursing homes. There are multiple reports available regarding
enforcement of nursing homes, including survey reports, deficiency
reports, enforcement reports, and abuse reports. A few examples
of the type of information available in these reports are below.
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Website and Resources

Please share your success stories, challenges, state and local
newsletters, materials, and resources

Sharing is caring

Looking for something?
We can help! Sy




QUESTIONS?
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Connect with us:

www.ltcombudsman.org

ombudcenter@theconsumervoice.org

l]The 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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