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Ombudsman Program Role in 
Investigating Abuse, Neglect, 
and Exploitation
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Responding to Allegations of Abuse 

The Ombudsman program:

 investigates and resolves 
complaints on behalf of residents

 resolves complaints to the 
“satisfaction of the resident”

does not “substantiate” to prove 
the allegation occurred

https://acl.gov/programs/long-term-care-
ombudsman/long-term-care-ombudsman-faq

https://ltcombudsman.org/uploads/files/issues/
ane-no-consent-ref-guide-july_2018.pdf 

https://acl.gov/programs/long-term-care-ombudsman/long-term-care-ombudsman-faq
https://acl.gov/programs/long-term-care-ombudsman/long-term-care-ombudsman-faq
https://ltcombudsman.org/uploads/files/issues/ane-no-consent-ref-guide-july_2018.pdf
https://ltcombudsman.org/uploads/files/issues/ane-no-consent-ref-guide-july_2018.pdf
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NORS Data – Physical Abuse

 The abuse category with all types of abuse counted, represented 11.9% of 
total complaints in FFY2023.

 There were 24,140 complaints out of a total of 202,894.

Physical abuse reached the top 5 in 2020.

 For all provider types, physical abuse was #2 in 2020, #3 in 2021, #4 in 2022, and 
#3 in 2023.
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LTCOP Rule Updates

 ACL – 2024 Final Rule to Update Older Americans Act Regulations

 https://www.govinfo.gov/content/pkg/FR-2024-02-14/pdf/2024-01913.pdf

 https://ltcombudsman.org/uploads/files/support/Redline_of_LTCOP_OAA_Reg_
Changes.zip

https://acl.gov/OAArule
https://www.govinfo.gov/content/pkg/FR-2024-02-14/pdf/2024-01913.pdf
https://ltcombudsman.org/uploads/files/support/Redline_of_LTCOP_OAA_Reg_Changes.zip
https://ltcombudsman.org/uploads/files/support/Redline_of_LTCOP_OAA_Reg_Changes.zip
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Rule § 1324.11(e)(1)(v)
Standards to assure prompt response to complaints 
byensure that the Office and/or local Ombudsman entities 
provide prompt response to complaints, with priority given 
to complaints regarding which prioritize abuse, neglect, 
exploitation and time-sensitive complaints that are time-
sensitive. and which consider At a minimum, the standards 
shall require consideration of the severity of the risk to the 
resident, the imminence of the threat of or potential harm 
to the resident, and the opportunity for mitigating harm to 
the resident through provision of Ombudsman program 
services. 
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§ 1324.11(e)(3)(v)

(v) Prohibition on requirements for mandatory reporting abuse, 
neglect, or exploitation to adult protective services or any other 
entity, long-term care facility, or other concerned person, including 
when such reporting would disclose identifying information of a 
complainant or resident without appropriate consent or court order, 
except as otherwise provided in § 1324.19(b)(5) through (8); and 

https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(5)
https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(8)
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§ 1324.19(b)(1)

The Ombudsman or representative of the Office shall investigate a 

complaint, including but not limited to a complaint related to abuse, 

neglect, or exploitation, for the purposes of resolving the complaint to the 

resident's satisfaction and of protecting the health, welfare, and rights of 

the resident. 
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§ 1324.19(b)(3)(iii)

In order to comply with the wishes of the resident, (or, in the 

case where the resident is unable to communicate informed 

consent, the wishes of the resident representative), the 

Ombudsman and representatives of the Office shall not 

report suspected abuse, neglect or exploitation of a resident 

when a resident or resident representative has not 

communicated informed consent to such report except as set 

forth in paragraphs (b)(5) through (7) of this section, 

notwithstanding State laws to the contrary. 

https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(5)
https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(7)
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§ 1324.19(b)(8)

The procedures for disclosure, as required by § 1324.11(e)(3), 

shall provide that, if the Ombudsman or representative of the 

Office personally witnesses suspected abuse, gross neglect, or 

exploitation of a resident, the Ombudsman or representative of 

the Office shall seek communication of informed consent from 

such resident to disclose resident-identifying information to 

appropriate agencies; 

https://www.ecfr.gov/current/title-45/section-1324.11#p-1324.11(e)(3)
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§ 1324.19(b)(8)(ii)
Where the resident is unable to communicate informed consent, 

and has no resident representative available to provide informed 

consent, the Ombudsman or representative of the Office shall open 

a case with the Ombudsman or representative of the Office as the 

complainant, follow the Ombudsman program's complaint 

resolution procedures, and shall refer the matter and disclose 

identifying information of the resident to the management of the 

facility in which the resident resides and/or to the appropriate 

agency or agencies for substantiation of abuse, gross neglect or 

exploitation in the following circumstances: 
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§ 1324.19(b)(8)(ii)

(A) The Ombudsman or representative of the Office has no evidence 

indicating that the resident would not wish a referral to be made; 

(B) The Ombudsman or representative of the Office has reasonable 

cause to believe that disclosure would be in the best interest of the 

resident; and 

(C) The representative of the Office obtains the approval of the 

Ombudsman or otherwise follows the policies and procedures of the 

Office described in paragraph (b)(9) of this section. 

https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(9)
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§ 1324.19(b)(8)(iii)

In addition, the Ombudsman or representative of the Office, following the 

policies and procedures of the Office described in paragraph (b)(9) of 

this section, may report the suspected abuse, gross neglect, or 

exploitation to other appropriate agencies for regulatory oversight; 

protective services; access to administrative, legal, or other remedies; 

and/or law enforcement action. 

https://www.ecfr.gov/current/title-45/section-1324.19#p-1324.19(b)(9)
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What deidentified examples (or 
questions) do you have regarding 
investigating a case involving 
allegations of abuse, neglect, or 
exploitation? 

 



Resources
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Key Resources
 Abuse, Neglect, and Exploitation in Long-

Term Care Facilities 
https://ltcombudsman.org/issues/abuse-
neglect-and-exploitation-in-long-term-care-
facilities

 Responding to Allegations of Abuse: Role 
and Responsibilities of the LTCOP 
https://ltcombudsman.org/uploads/files/issues/an
e-no-consent-ref-guide-july_2018.pdf 

 LTCOP: What You Must Know
https://ltcombudsman.org/uploads/files/library/lo
ng-term-care-ombudsman-program-what-you-
must-know.pdf 

https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities
https://ltcombudsman.org/uploads/files/issues/ane-no-consent-ref-guide-july_2018.pdf
https://ltcombudsman.org/uploads/files/issues/ane-no-consent-ref-guide-july_2018.pdf
https://ltcombudsman.org/uploads/files/library/long-term-care-ombudsman-program-what-you-must-know.pdf
https://ltcombudsman.org/uploads/files/library/long-term-care-ombudsman-program-what-you-must-know.pdf
https://ltcombudsman.org/uploads/files/library/long-term-care-ombudsman-program-what-you-must-know.pdf
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Training Toolkit
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-
facilities#info-for-consumers 

 Abuse, Neglect, Exploitation, and Misappropriation of Property in Nursing Homes: 
What You Need to Know 

 Prezi – video with voiceover

 Prezi – clickable, without voiceover with script

 PowerPoint

 Fact Sheet

https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities#info-for-consumers
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities#info-for-consumers
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Resident-to-Resident Mistreatment
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-
care-facilities#recognizing-abuse 

 In-service training guide

 PowerPoint

 LTCOP Reference Guide

 Consumer fact sheet

https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities#recognizing-abuse
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities#recognizing-abuse


1919

Additional Resources

 Consumer information

 Webinar recordings 

 Federal requirements and guidance

NORC:

https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-
facilities

Consumer Voice:

https://theconsumervoice.org/issues/other-issues-and-resources/elder-abuse 

https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities
https://ltcombudsman.org/issues/abuse-neglect-and-exploitation-in-long-term-care-facilities
https://theconsumervoice.org/issues/other-issues-and-resources/elder-abuse
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Register for a Webinar on DEIA and the 
Ombudsman Program

u July 10, 2024 | 2:00 – 3:15 pm ET | Register

u   Older adults of historically marginalized communities often come into 
long-term services after experiencing a lifetime of barriers due to 
discrimination. The U.S. Census estimates that more than half of 
Americans will belong to a minority group by 2044, so the need for 
inclusive, culturally aware, and trauma-informed services increases as our 
population ages. Join this webinar to hear how three states have 
thoughtfully and purposefully started to focus on DEIA principles internally; 
how your program (and the residents you serve) will benefit when you 
apply a DEI lens to your management, processes, and advocacy; and hear 
experiences and considerations from a local perspective. NORC will also 
introduce a new tool for program self-assessment. Learn more and 
register.

http://act.theconsumervoice.org/site/R?i=-iW9br5LGiJnPXS4si6LmyCHMQ0JC1prq38cpuXJ2P7cJHjy3QnNKg
http://act.theconsumervoice.org/site/R?i=RW85tUIYH6GfiEZNKlw7Fwyn4cb-O9WHs9vCUCHdJIlwzB0E6LNYSQ
http://act.theconsumervoice.org/site/R?i=RW85tUIYH6GfiEZNKlw7Fwyn4cb-O9WHs9vCUCHdJIlwzB0E6LNYSQ
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Registration is Open for the Consumer Voice 
Conference
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2024 Conference

Join Consumer Voice in San Francisco, California September 23-26, 2024 for their 48th 
Annual Conference! This year’s theme, The Power of Together, highlights the strength and 
effectiveness that can result from collaboration, unity, and working collectively to improve care 
and conditions around long-term care. The Consumer Voice Conference is an opportunity to 
hear from experts on long-term care issues, learn best practices, and exchange ideas with 
advocates from around the country.

Register now and see the preliminary agenda with session topics. Start planning early by 

making hotel reservations at Hotel Nikko. If you can't make it in-person, there is also the 

option to participate online as Consumer Voice will livestream ALL plenaries and breakout 

sessions! Learn about opportunities for sponsorship and exhibiting at the conference. 

Sponsorship offers multiple ways to increase your visibility with attendees and promote your 

partnership with Consumer Voice. Find information on the Consumer Voice website.

http://act.theconsumervoice.org/site/R?i=RrRrxetdIdlWvDA0VRJNT6qQ1DRPcLV5LvqpNU5fmyKlsU3D-scMag
http://act.theconsumervoice.org/site/R?i=ynTRJNeqOiWIwEl6PfT1KTrUbh6SUBApnRKJbZ_niC8SPbdz0SJBPg
http://act.theconsumervoice.org/site/R?i=g3UYPifro3UaSnlX_3N8eigdTU9WMNeE6fmT5Mf1bWfl-ityGw96Iw
http://act.theconsumervoice.org/site/R?i=whWMkF9EO4UXohHlVvkPkphFd23Ul7fZX3ft_Oq7FlRE2CfQb0ntVA
http://act.theconsumervoice.org/site/R?i=BS6MxRLMUoYUp-IxSSzg84932XA5cYbPGdQ6b8rQJTAPaOtjiocy0w
http://act.theconsumervoice.org/site/R?i=QGlJkZXCtURyFX_REye7wNTv6tYDbMlPUD34C7k_b4jQYCiJIgfgfA


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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