
January 28, 2026

THIS IS YOUR PRESENTATION TITLE

NEW Consumer Voice Report - Behind Closed Doors: 
Understanding the Resident Experience
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Welcome

 This webinar is being recorded.

 Use the chat feature or raise your hand for questions for the speakers.

 Links to slides and resources will be provided in the chat. 
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Agenda

Review the New Consumer Voice Report

Why was the survey conducted, what did we learn, what is next? 

Q&A



BEHIND CLOSED DOORS:     
UNDERSTANDING THE RESIDENT EXPERIENCE

January 28, 2026

Jocelyn Bogdan, Senior Policy Specialist



About the Consumer Voice
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The leading national voice representing consumers in issues related to long-term care

▸ Advocate for public policies that support quality of care and quality of life responsive to 
consumers’ needs in all long-term care settings.

▸ Empower and educate consumers and families with the knowledge and tools they need to 
advocate for themselves.

▸ Train and support individuals and groups that empower and advocate for consumers of long-
term care.

▸ Promote the critical role of direct-care workers and best practices in quality care delivery.
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Why We Conducted the 
Survey and How it Went…



Representing the Resident Voice
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Consumer Advisory Council
15-20 members
7-8 active

Previous Surveys
Reach over 100 residents around the country



2025 Resident Survey
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455 responses

Confirmed by a data scientist

Over 40 states

Nursing homes, assisted livings

Private, nonprofit, government

Quantitative Data

Qualitative Data
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What did we learn?



What Did We Ask?
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 Quality of Life

 Opinions and Preferences

 Dignity

 Getting the Care You Need When You Need 
It

 Food

 Activities

 Visitation

 Family Caregiver

 Coming and Going from Facility

 Religious Services

 Community

 Technology

 Staffing

 Living on Your Own Terms

 What Would You Change/Improve



Spectrum of Experiences
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 Many residents do not view their facilities as their home.

 “We have gone from feeling we have a home to a room in an institution.”

 Chronic understaffing

 Residents lack autonomy

 76% are not getting the care they need when they need it

 43% find it difficult to live on their own terms at their facility

 33% report their food is rarely or never appetizing

 Some residents are receiving person-centered care – it is possible!
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Resident Quotes



Quality of Life
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Person-Centered Care is Happening…
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“My facility has a top-notch staff team that strives to 
maintain our care and dignity.” 

“I do not feel so alone.”  

“The nursing staff provides very good care.” 

“It is better because I had no one to take care of me.” 



What Do We Do Next?



What Do We Do?
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Quantitative data

Qualitative data

Pulling out more information

Dialogues around the information

What conversations should we be having?
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Share the Report
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https://theconsumervoice.org/news/2025-resident-
report/
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Discussion
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Discussion

Questions for Jocelyn?

What are your thoughts regarding the report?

Are you seeing similar themes? 

 If so, do you have any best practices for addressing some of the common 
issues or a deidentified example to share?

Based on your program data, do you have any advocacy priorities 
and/or program goals for 2026?
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Join Us Next Month! 
February 25, 2026, 2 – 3 ET Register

omb-ref-in-nh-regs-april-17-final.pdf

https://us02web.zoom.us/meeting/register/tZErcOyprz8oH93m3kx5MBcheCvrGmcH9TeO#/registration
https://ltcombudsman.org/uploads/files/support/omb-ref-in-nh-regs-april-17-final.pdf
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Connect with us!
ltcombudsman.org
ombudcenter@theconsumervoice.org
The National LTC Ombudsman Resource Center
@LTCombudcenter

This project was supported by the Administration for Community Living (ACL), U.S. Department of Health and Human Services (HHS) as part of a financial assistance award totaling $516,407 
with 100 percent funding by ACL/HHS. The contents are those of the author(s) and do not necessarily represent the official views of, nor an endorsement, by ACL/HHS or the U.S. Government.
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