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Welcome!

• Use the Q&A feature for questions for 

the speakers.

• Use the chat feature to submit 

comments or respond to questions from 

speakers or other attendees.

• Please complete the evaluation 

questionnaire when the webinar is over.



Have a question? Use the Q&A or Chat box.



Poll Question 1

During COVID-19, did most of your complaints originate from residents or 

families?

• Residents

• Families



Responding to 

Complaints During the 

COVID-19 Pandemic 

State Long-Term Care 

Ombudsmen
Updated May 2021

• Program Management 

Considerations

• Determine Triage 

Approaches

• Tracking Facility 

Information and 

Systems Advocacy

https://ltcombudsman.org/omb_suppor

t/COVID-19/recovery-and-reentry

https://ltcombudsman.org/omb_support/COVID-19/recovery-and-reentry


Complaint Investigation and 

Resolution During COVID-

19: Complaint Scenarios 

and Documentation
Updated May 2021

The purpose of this resource 

is to provide advocacy 

strategies and NORS coding 

examples in response to 

common complaints during the 

COVID-19 pandemic.

https://ltcombudsman.org/omb

_support/COVID-19/recovery-

and-reentry

https://ltcombudsman.org/omb_support/COVID-19/recovery-and-reentry


National Ombudsman 

Reporting System 

(NORS) FAQS

• NORS FAQS –

Documenting Activities 

During COVID-19

https://ltcombudsman.org/o

mb_support/nors/nors-

faqs#documenting

• NORS FAQS

https://ltcombudsman.org/o

mb_support/nors/nors-faqs

https://ltcombudsman.org/omb_support/nors/nors-faqs#documenting
https://ltcombudsman.org/omb_support/nors/nors-faqs


https://acl.gov/sites/default/files/COVID19/C19FAQ-LTCOP_2020-03-10.pdf

https://acl.gov/sites/default/files/COVID19/C19FAQ-LTCOP_2020-03-10.pdf


Key NORC Resources – Complaint Processing

• Long-Term Care Ombudsman Program Complaint Processing and Abuse 

Reporting https://ltcombudsman.org/uploads/files/library/ltcop-rule-issue-brief-

complaint-processing-and-abuse-reporting.pdf

• Responding to Allegations of Abuse: Role and Responsibilities of the Long-Term 

Care Ombudsman Program https://ltcombudsman.org/uploads/files/issues/ane-no-

consent-ref-guide-july_2018.pdf

• LTCOP Rule: Supporting Person-Centered Advocacy - Complaint Investigations 

and Abuse Reporting (webinar) 

https://ltcombudsman.org/omb_support/training/trainings-and-conference-calls/2017

https://ltcombudsman.org/uploads/files/library/ltcop-rule-issue-brief-complaint-processing-and-abuse-reporting.pdf
https://ltcombudsman.org/uploads/files/issues/ane-no-consent-ref-guide-july_2018.pdf
https://ltcombudsman.org/omb_support/training/trainings-and-conference-calls/2017


Poll Question 2

If you have resumed in-person visitation, are you receiving less, the same, or 

more complaints than you did before COVID-19?

• Less

• The same

• More



Please send brief, deidentified examples of cases 

involving abuse, neglect, or exploitation your 

program addressed during COVID-19.  

Ombudcenter@theconsumervoice.org

mailto:Ombudcenter@theconsumervoice.org


Speakers
Amanda Grooms is the Long-Term Care Ombudsman at the Buffalo Trace Area Development District in Maysville, 

Kentucky and covers a five-county service region. She has worked in positions related to long-term care for a total 

of fifteen years. Driven by a passion to protect and uplift the most vulnerable in the area, Amanda is continually 

advocating for resident rights and quality care for seniors. She holds a BSW from Morehead State University and 

lives in her hometown of Maysville, Kentucky with her husband and two sons.

Quiteka “Teka” Moten is the State Long-Term Care Ombudsman for Tennessee. Teka is from Memphis, 

Tennessee and is an alumna of the University of Tennessee- Knoxville with a B.A. in Interdisciplinary Studies and a 

B.A. in Sociology. Following undergrad and time as a caregiver for her grandmother suffering with dementia, Teka 

accepted a position with the Alzheimer's Association as Manager of Programs and Policy for the Mid-South 

Chapter. For several years, she worked providing care and support to the 13-South Central counties. Her duties 

included training support group facilitators, writing respite/early-stage engagement program grants, and heading up 

public policy initiatives. While there, she served on the AAAD Advisory Board and worked actively as a Volunteer 

Ombudsman Representative (VOR). From there, Teka received her Master of Public Health with a concentration in 

Behavioral Sciences; she is also a Certified Dementia Practitioner and PAC Dementia Coach. She enjoys listening 

to Audible books, trying new Air Fryer recipes, traveling, and serving the greater Nashville community in her spare 

time.



Kim Boyd is the District Long Term Care Ombudsman for district 7, rural Northwest Tennessee. Kim has been the 

Northwest’s DLTCO since 2017. Prior to becoming the Northwest’s DLTCO, Kim worked for over 25 years in 

capacities serving and advocating for children and individuals with intellectual and developmental disabilities. In 

2019, she received the West Tennessee Legal Services “Steve X Award for Outstanding Work in Promoting Justice 

for All.”

Kim is a graduate of the University of Tennessee at Martin. She has one 11-year-old son. In her spare time, she 

enjoys volunteering, spending time outside, working on arts and crafts and traveling with her son.

Melinda Lunday is the District Long-Term Care Ombudsman Program Ombudsman in the Middle Tennessee area. 

She is a graduate of Western Kentucky University, where she earned a bachelor's degree, majoring in Sociology 

and minoring in Criminology and Psychology. She received a certification in Foundation in Aging and Disabilities 

through the CADER program at Boston University School of Social Work. Melinda began part-time with the Long-

Term Care Ombudsman Program in October 2016. Melinda has trained, recruited, and retained a core group of 

approximately thirty-five volunteers. In September 2020, Melinda stepped into the role of Program Director, while 

continuing to work in a Volunteer Coordinator capacity. During the Covid outbreak, she enjoyed gardening, and 

watching Netflix with her three beautiful children: specifically, the Marvel Universe of superheroes.



Thomas Kahler is the District 2 Long-Term Care Ombudsman (DLTCO) for East TN for four years--

encompassing sixteen counties and serving approximately 11,500 residents in licensed long-term care 

facilities. Thomas grew up in Norris TN and attended East TN State University and the University of TN where he 

obtained a Bachelor’s Degree. He spent much of his early adulthood working in engineering and manufacturing 

environments. A life altering event led him to pursue a higher level of education, and he received his Juris 

Doctorate from the University of TN – College of Law in 2000. After law school, Thomas chose to work in the 

nonprofit sector focusing on social justice issues with particular emphasis on seniors and people with 

disabilities. Thomas is married to Jessica Christine Kahler; they are currently foster parents of two young 

children. In their free time they enjoy travel, photography, exploring new restaurants, music of all types including 

live concerts, bicycling, kayaking, and gardening. Some of those activities weren’t necessarily an option in the era 

of COVID-19, so they’ve spent much of the past 15 months remodeling their house.

Zev Samuels has an M.S.W. from the Wurzweiler School of Social Work in New York, with a special focus on 

Social Group Work. In 2019, Zev was awarded Tennessee Social Worker of the Year by NASW-TN. Zev is the 

District (R9) Long Term Care Ombudsman, serving Fayette, Lauderdale, Shelby, and Tipton Counties. He has 

held this office for 7 years. Zev and his wife, Sherri, live in Memphis; and they have 3 adult children. Zev enjoys 

finding ways to make a difference. The following quote has been essential for Zev as he has managed the 

stressors of the pandemic, “Never, ever give up on a person. This is true of anyone; but most importantly, never 

give up on yourself!”

Facilitator: Carol Scott, Ombudsman Specialist, National Ombudsman Resource Center



SLTCOP
Sherry Culp, State 

Ombudsman

&

Mark Burress 

and Jodi Holsclaw

Regional 

Ombudsmen

1. Barren River 
District

Lynda Love, D.O. 
Contracted with 

Kentucky Legal Aid

2. Big Sandy 
District

Contracted with 
Big Sandy ADD

3. Bluegrass 
District

Alice Salyers, D.O. 
Contracted with 

NHOA

4. Buffalo Trace 
District

Amanda Grooms, 
D.O. Contracted 

with Buffalo Trace 
ADD

5. Cumberland 
Valley District
Arlene Gibson, 

D.O. Contracted 
with Cumberland 

Valley ADD

6. FIVCO District
Amanda Hamilton, 

D.O. contracted 
with Legal Aid of 

the Bluegrass

7. Gateway District
Waynanne Caudill, 

D.O. contracted 
with Legal Aid of 

the Bluegrass
8. Green River 

District
Heather Mullican, 
D.O. contracted 
with Green River 

ADD

9. KIPDA District
Natalie Brown-

Radtke, D.O. 
contracted with 

Catholic Charities 
Agency

10. Kentucky River 
District

Sheila Cornett, 
D.O. contracted 
with Kentucky 

River ADD

11. Lake 
Cumberland 

District
Mandy Weston, 
D.O. contracted 

with Lake 
Cumberland ADD

12. Lincoln Trail 
District

Beverly Broadus, 
D.O. 

contracted with 
Lincoln Trail ADD

13. Northern 
Kentucky District
Bethany Breckel, 

D.O.
contracted with  

Northern Kentucky 
ADD

14. Pennyrile 
District

Cindy Tabor, D.O.
contracted with 
Pennyrile ADD

15. Purchase 
District

Sarah Dodd, D.O.
contracted with 
Purchase ADD

Kentucky 
Long-Term 

Care 
Ombudsman 

Program

• 312 Nursing Facilities
28,000 Residents

•203 Personal Care and 
Family Care Homes
8,000 residents



Background: 62 year old male with lung cancer that metastasized to bone, stomach, adrenals, and brain.  He underwent a 
craniotomy on 1/5/21 and was transferred to nursing home, 2.5 hours away, on 1/26/21.  Sister is POA.

Complaints: 
-No formal care plan meeting
-Advance Directives changed
-Not honoring POA document
-Cancelled appointments
-Reoccurring falls
-Denied compassionate care visit
-Poor communication from facility staff

Investigation:
-Phone call with resident
-In person visit with resident
-Care conference at facility
-Multiple conversations with facility staff
-Multiple conversations with POA

Resolution:
-Facility respected resident’s wishes
-Facility allowed POA to be more involved in care
-Bed rails were ordered for safety
-Focused more on pain management
-Transferred to a hospice in-patient center



 “Unfortunately, during COVID, our work has increased, and it has 
taken longer to resolve concerns, or respond to callers.  No longer are 
we able to handle group concerns within a 2-hr visit.  Now we are 
faced with individual calls being placed to residents, family members, 
and staff.  We continue to experience barriers with antiquated phone 
systems that sometimes take about ½ hr to reach someone.  It can 
sometimes take several days to work on one issue, which previously 
could’ve been resolved in a matter of minutes.” 

 “Case resolution in a timely manner.  Resolution requires three times 
the  time because having to contact all parties via phone or email.”



Amanda Grooms, BSW
District Long-Term Care 

Ombudsman
Buffalo Trace AAAIL
agrooms@btadd.com

606-564-6894



Successful Complaint Investigation and 
Resolution During COVID-19

National Consumer Voice for Quality Long-Term Care
Tuesday, May 25, 2021



Tennessee, the Volunteer State has Three ‘Grand’ Regions!!



About the Tennessee Long-Term Care Ombudsman 
Program-- ORGANIZATION

● The Tennessee Long-Term Care Ombudsman Program is DECENTRALIZED.

● Our state office is located (in Nashville) within the State Unit on Aging, or 

Tennessee Commission on Aging and Disability (TCAD).

● Tennessee’s Aging Programs are divided into nine (9) AAAD districts.

For the Ombudsman Program:

○ Five (5) of our DLTCO Programs are contracted out of AAADs.

○ Four (4) of our DLTCO Programs are contracted with other nonprofits**.

● NOTE: we refer to our “Locals” as District Long-Term Care Ombudsman (DLTCOs)





About the Tennessee Long-Term Care Ombudsman 
Program-- BY THE NUMBERS

● 16 FT staff, 1 PT staff, & ~200 volunteers work for our program statewide

○ Needs adjusting for COVID turnover and re-entry training participants

● Count of licensed long-term care facilities in the state of Tennessee:

○ 315 SNFs, or skilled nursing facilities commonly known as ‘nursing homes’

○ 415 ACLFs, or Assisted Care Living Facilities, known as ‘assisted livings’

○ 100+ RHAs, or Residential Homes for the Aged

● ~61,000+ : TOTAL RESIDENTS IN LICENSED LONG-TERM CARE 

in the state of TN as of our ACL submission to OAAPS..



The TN LTCOP began meeting WEEKLY the first week of April due to 

COVID-19; it helped us to explore trends & brace for spread in our 

respective areas.

The TN LTCOP met with VORs bi-monthly to discuss numbers, 

encourage masks making and telephone reassurance when possible.

QSO-21-19 has made for an interesting twist dependent on region...

COVID-19 in context for our state...

Our state does not allocate state funds to Adult Protective Services, or 

APS!! 

We passed immunity legislation on COVID-19 within weeks of the 

pandemic’s first wave.

Our safety net SNF for compassionate release (inmates) and HIV patients 

was on land owned by the city of Nashville; it was shut down during 

COVID-19 despite our efforts to keep doors open.

We learned on May 12, 2021 that annual surveys would resume in TN on June 1, 2021.  

For now, DOH is going in SNFs for infection control and IJs, or immediate jeopardy surveys… 

Complaint call follow-up varies by region & surveyor team.





Thomas Kahler, J.D.

- Care quality cases were difficult to work 

because of the inability for immediate access

- Workforce shortages throughout the state led 

to diminished quality of care particularly in rural 

areas of our state

- We learned about varying quality of care from 

families, skilled care residents, facility staff, and 

residents in skilled nursing facilities.

- For IJs, or immediate jeopardies, we alerted 

DOH.  For lower priority complaints, we issued 

formal complaints with the Tennessee Regional 

Office administrators or through completing an 

online form.

- For many cases, it meant empowering residents 

and families to stay on facility staff or 

advocating for compassionate care visits

Knoxville/Knox Co. and surrounding counties Dealing with concerns of care quality

Thomas Kahler has been the District 2 Long-Term Care 
Ombudsman (DLTCO) for East TN for four years--
encompassing sixteen counties and serving 
approximately 11,500 residents in licensed long-term 
care facilities.  Thomas grew up in Norris TN and 
attended East TN State University and the University of 
TN where he obtained a Bachelor’s Degree.   A life 
altering event led him  to pursue a higher level of 
education, and he received his Juris Doctor from the 
University of TN – College of Law in 2000.  After law 
school, Thomas chose to work in the nonprofit sector 
focusing on social justice issues with particular 
emphasis on seniors and people with disabilities.

Thomas is happily married to Jessica Christine Kahler; 
they are  currently foster parents of two young children.  
In their free time they enjoy travel, photography, 
exploring new restaurants, music of all types including 
live concerts, bicycling, kayaking, and gardening. Some 
of those activities weren’t necessarily an option in the 
era of COVID-19, so they’ve spent much of the past 15 
months remodeling their house.



Kimberly Boyd

- Issues arose earlier on in COVID-19 (March- first 

wave in July 2020)

- ALCF family members made contact about billing 

discrepancies and additional costs

- Resolved by warning ALCFs about price gouging & 

“fair pricing” policies

- SNF residents and families complained about being 

moved further NW due to CMS waivers that allowed 

cohorting

- Resolved, where possible, by educating family on 

waivers and providing reassurance of return

- Concerns on economic impact/stimulus and financial 

exploitation; FAQ and allowable spending

Northwest TN counties (More rural area)
Dealing with COVID-19 surcharges and 

cohorting of residents

Kim Boyd is the District Long Term Care 
Ombudsman for District 7, rural Northwest 
Tennessee.  Kim has been the Northwest’s 
DLTCO since 2017.  Prior to becoming the 
Northwest’s DLTCO, Kim worked for over 25 years 
in capacities serving and advocating for children 
and individuals with intellectual and 
developmental disabilities. In 2019, she received 
the West Tennessee Legal Services “Steve X 
Award for Outstanding Work in Promoting Justice 
for All.”

Kim is a graduate of the University of Tennessee 
at Martin.  She has one 11-year-old son. In her 
spare time, she enjoys volunteering, spending 
time outside, working on arts and crafts and 
traveling with her son. To distress during COVID-
19, Kim spent time in her garden and planning her 
fabulous, new backyard.



Melinda Lunday

- Started COVID-19 off with a bang; received a very 

vague note from a facility in Sumner Co. in reference 

to COVID-19

- Turned out to be one of the largest (earlier) 

outbreaks in the country after Washington State and 

New York

- Maintained open communication with admin & 

learned working with DOH would be a challenge 

early on.

- Requesting face sheets was the only method to track 

residents that had been cohorted as allowed by CMS 

waiver; 

- Used ER logs, when possible, but they aren’t due til 

the following 20th of the month.

Nashville/Davidson Co. area and surrounding 
counties

Dealing with COVID-19 facility 
outbreaks

Melinda is the District Long-Term Care Ombudsman 

Program Ombudsman in the Middle Tennessee area. 

She is a graduate of Western Kentucky University, where 

she earned a Bachelor’s Degree, majoring in Sociology 

and minoring in Criminology and Psychology. She 

received a certification in Foundation in Aging and 

Disabilities through the CADER program at Boston 

University School of Social Work.

Melinda began part-time with the Long-Term Care 

Ombudsman Program in October 2016. Melinda has 

trained, recruited, and retained a core group of 

approximately thirty-five volunteers. In September 2020, 

Melinda stepped into the role of Program Director, while 

continuing to work in a Volunteer Coordinator capacity. 

During the Covid outbreak, she enjoyed gardening, and 

watching Netflix with her three beautiful children: 

specifically, the Marvel Universe of superheroes.



Zev Samuels, MSW 

- Involuntary Discharges were most challenging 

issue during visitation restrictions from COVID-19.

- Cases include individuals who were sent to 

hospitals/behavioral health hospitals with no 

opportunity to return to the facilities.

- Without 30 Day Notices of Involuntary Discharge, 

residents had no way to appeal or to otherwise 

challenge these discharges.

- Many facilities would regard it as ‘cohorting’ 

when it was in fact ‘dumping’

- Residents with Medicaid CHOICES benefits risked 

losing them; and families were at a loss to 

advocate for residents, as communication 

between facilities and families were often 

severely disrupted.

Memphis/Shelby Co. and surrounding areas Dealing with Unethical Facility Discharges

Zev Samuels is the District 9 Long Term Care 

Ombudsman, serving Fayette, Lauderdale, Shelby, 

and Tipton Counties.  He has held this office for 7 

years.  Zev has an M.S.W. from the Wurzweiler 

School of Social Work in New York, with a special 

focus on Social Group Work.  In 2019, Zev was 

awarded Tennessee Social Worker of the Year by 

NASW-TN.   Zev and his wife, Sherri, live in Memphis; 

and they have 3 adult children.  Zev enjoys finding 

ways to make a difference.  The following quote has 

been essential for Zev as he has managed the 

stressors of the pandemic: “Never, ever give up on a 

person.  This is true of anyone; but most importantly, 

never give up on yourself!”



Advocacy Partnership with Public Guardian example-- Letter with Shelby County mayor



Major Takeaways during 
COVID-19



Methods used by TN DLTCOs during COVID-19

● Use of Tennessee Standards of Care in SNFs, ALCFs, and RHAs to determine eligibility for visits 

when compassionate care requests were pushed back on or refused by facility was imperative.

○ Use of the Non-Interference Clause to get info that backed formal complaints to DOH

● Rapport with our nursing home provider association, or Tennessee Healthcare Association 

(THCA), which was a repository of corporate contacts during critical compassionate care cases.

● Use of info from EDs and discharge nurses to confirm COVID in facilities and *TRY* to prevent 

hospital dumping due to unethical facility-initiated discharges.

● Communication with three (3) Tennessee Regional Office administrators for more serious 

complaints-- we have reason to believe we strongly encouraged their development of an 

online form.



QUESTIONS, COMMENTS, CONCERNS, CRIES?!





Q&A



• Dr. Laura Mosqueda, Dean, 

Keck School of Medicine of 

University of Southern California 

(USC) Professor of Family 

Medicine, Keck School of 

Medicine of USC operates the 

National Center on Elder Abuse 

(NCEA)

• Karen Jones, Chair of NALLTCO 

Executive Director/Program 

Manager Long Term Care 

Ombudsman Services of San 

Luis Obispo County, California 

Long-Term Care Ombudsman 

Program

• Jane Brink, Regional 

Ombudsman, Minnesota Long-

Term Care Ombudsman Program
Register Now!

https://us02web.zoom.us/webinar/register/WN_bQiAp54pRWyGRSW7pgz5ng


What impact do you as an ombudsman have 

on residents’ lives?

I am not sure; I bear witness for them. I sit by 

bedsides and hold their hands as they cry. I 

listen to them and let them know that I believe 

them. Too often the testimonies of people in 

nursing homes are dismissed or disregarded. 

This harms a person’s sense of worth and 

causes people to feel socially alienated or feel 

that they have experienced social death. It is an 

insidious form of ableism and injustice; one that 

is exploited to avoid accountability.

Lydia is a Texas Volunteer Long-Term Care Ombudsman who has served residents of nursing and assisted living 

facilities in Harris County (Houston area) for over four years.



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

