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Your role as a resident-
advocate
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Misperceptions about your role or intent affects 
your credibility. Your actions send a message 
about your role and your work, but that 
message may not be the one you want to 
communicate. 
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What are some actions that may 
lead to a perception of conflict of 
interest, that you are “siding with 
the facility,” or are not resident-
directed?
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How do you avoid or minimize 
situations that could lead to a 
perception of conflict of interest? 
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When you receive a complaint 
from a family member, how do 
you explain your role/steps?
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How do you determine whether 
to participate in a 
workgroup/task force?
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Share an example of a situation 
when you questioned your role.
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Have you been asked to conduct 
an activity that was outside the 
role of the LTCOP? If so, how did 
you handle it?
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What do you do when you find 
out a volunteer representative 
has been conducting an activity 
at the facility?
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Final Thoughts
Be clear – explain your role early and often. 

Be direct and firm in maintaining your role – but remain 
professional in explaining what you can do within your role.

Don’t overpromise and underdeliver – explain potential 
risks/benefits for actions/outcomes.

Be mindful of your actions (or inactions) to avoid 
misperceptions as best as possible.
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We Want to Hear from YOU!
Wednesday, March 27, 2 – 3 ET

How do you train your representatives to stay true to the role and 
responsibilities of the program?

What are some key program management considerations to ask yourself, 
and your representatives, to ensure boundaries are maintained?

 Share program management successful practices and challenges related to 
maintaining your role as resident-advocates.



Connect with us!
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.
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