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Learning Goals

✓Retention: What is it and am I doing it?



Volunteers Nationwide
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Volunteer DATA

Year Volunteers Hours

2018 6,163 543,175

2016 7,331 609,843

2014 8,155 786,861





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. 



Poll #1

• What percentage of your volunteers are retained each year?

0 to 25%

26 to 50%

51to 80%

More than 80%



LTCO Prospective Volunteer Intake Toolkit

Toolkit Table of Contents

• Letter to Prospective Ombudsman 

Volunteer 

• Overview of the LTCOP

• Basic requirements to become a LTCO 

representative

• Copy of job description

• Considerations for Volunteer 

Requirements

• Volunteer Application Form

• Acknowledgment Form

• Confidentiality

• Conflict of Interest 

• Code of Ethics

• Sample Interview Questions

• Additional Resources

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


Poll #2

• Does you program perform evaluations of volunteers?

• State Level  Yes

• State Level  No

• Local/regional Level  Yes

• Local/regional Level  No





VOR Retention 
in the R9 

Tennessee 
LTCOP

Zev Samuels
District Long Term Care Ombudsman

zsamuels@mifa.org
(901) 529-4565

mailto:zsamuels@mifa.org


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
• Establishing a local Timeline or Chronology of 

COVID-19
• Assessing media and government releases for 

changes in policies affecting residents
• Identifying 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.org

(901) 529-4565

mailto:zsamuels@mifa.org


RETAINING VOLUNTEERS

NORC Volunteer Management Webinar, April 22nd, 2020



Kitsap County, Washington



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


HEAT MAP OF  
POPULATION 
OVER AGE 65 
AND LTC 
FACILITIES



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!



AND DATE STAMPS…..



OUR ANNUAL 
VOLUNTEER 

RECOGNITION 
LUNCHEON



FOOD AND FLOWERS 
EVERY AUGUST.



CHRISTMAS PARTIES AND 
REMEMBERING THOSE WE HAVE LOST



Governor’s Proclamation March 10, 2020

Some resident’s rights statutory and regulatory 

provision were waived and suspended until 

midnight on May 4th, 2020:

Visitation,   Access to Representatives, Community 

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

Area Agency on Aging

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

mailto:dgargus@co.kitsap.wa.us


Eastern Washington LTCOP 

Retaining Volunteers

NORC Volunteer Management Webinar, April 22, 2020

Presented by:
Aaron M. Riley

Regional LTC Ombudsman



US Federal Government
Older Americans Act

State Government
Washington State Other States

Department of Commerce Department of Social &

Health Services

Multi-Service Center
Patricia Hunter & Vicki Elting

WASHINGTON STATE LTCOP ORGANIZATIONAL CHART

Licenses NH/AL/AFH
NH Surveyors

Complaint Investigators
Community Action 

Agencies Area Agencies on Aging

Regional Offices

Nonprofit Agencies

Sub-contractors

Regional Ombudsman: Aaron Riley

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



Washington State LTC Ombudsman Regions

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



Retaining Volunteers 

Overview or the EWLTCOP:

➢ Currently we have 35 active volunteers in 4 counties 

(No volunteer in Pend Oreille 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

Totals: 296 facilities (7,275 beds)
*As of 4-15-2020



Retaining Volunteers 

Our Program’s Retention Mantra:

➢ Retention Starts with Recruitment

➢ Volunteers Stay Where They Feel Appreciated

➢ Volunteer Appreciation is Volunteer Retention

➢ Volunteers’ Contributions Must Be Meaningful





Retaining Volunteers

⚫Benefits of Being A LTC Ombudsman

⚫ Free certification training

⚫ Prevent abuse, neglect & exploitation

⚫ Mileage reimbursement

⚫ Continuing education

⚫ You meet new and interesting people

⚫ Helping our most vulnerable neighbors

⚫ Increased knowledge of community resources

⚫ Annual volunteer appreciation and recognition



Retaining Volunteers
Volunteer Appreciation

⚫ We host a volunteer appreciation event in 

April during volunteer appreciation month



Retaining Volunteers
Volunteer Appreciation (cont.)

⚫ We host an annual holiday party, pot luck and 

“white elephant gift exchange



Retaining Volunteers
Volunteer Appreciation (cont.)

⚫ We acknowledge volunteers’ birthdays at our 

monthly in-service meetings

⚫ Sick volunteers are mailed a get-well card

⚫ Often we say:

Good Job!

Thank-You!

Please!

Good Idea!



Retaining Volunteers
⚫ COVID-19 Considerations:

⚫ Communicate To Keep Volunteers Engaged

⚫ Share “success/feel good” Ombuds Stories

⚫ Encourage Creativity In Communicating with 

Residents

⚫ Promote Use of Webinars and Other Online 

Learning Opportunities
⚫ Matthew McConaughey hosts virtual bingo for seniors

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






Contact Information

Personal Email: riley@snapwa.org

Program Email: ltcop@snapwa.org

Website address:

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

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


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/


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

Communication

Training

May keep people volunteering 

May help volunteer become a better advocate



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://ltcombudsman.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



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



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://ltcombudsman.org/omb_support/volunteer

• NORC Ombudsman Compendium: Recruitment, Training, Retention http://ltcombudsman.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 Exit 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

http://ltcombudsman.org/omb_support/volunteer
http://ltcombudsman.org/library/ombudsman-compendium
http://ltcombudsman.org/uploads/files/support/Exit-Interview-Questionnaire-NY.pdf
http://ltcombudsman.org/uploads/files/support/HI-Vol-Exit-Interview.pdf
http://ltcombudsman.org/uploads/files/support/UT-exit-interview.pdf
http://ltcombudsman.org/uploads/files/support/MN-Vol-Adv-Survey.pdf
http://ltcombudsman.org/uploads/files/support/Volunteer-Survey-MO.pdf
mailto:cscott@theconsumervoice.org


Communication Tips and More…
http://ltcombudsman.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


http://ltcombudsman.org/

Click Support

Click Volunteer Management

http://ltcombudsman.org/omb_s

upport/volunteer

http://ltcombudsman.org/
http://ltcombudsman.org/omb_support/volunteer


• 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

http://ltcombudsman.org/omb_support/norc-notes
http://ltcombudsman.org/library/ombudsman-outlook


Website and Resources

Please share your success stories, challenges, state and local 

newsletters, materials, and resources

Looking for something? 

We can help! 



QUESTIONS?



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 90OMRC0001-01-00, 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

