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	Collaborating with other agencies, organizations and groups
	· Ombudsmen represent the program with integrity and professionalism.

· Facts are used when information is shared.

· Coordination includes at a minimum state and local HCS and RCS staff and relevant case managers such as DDD and mental health.

· Confidentiality policies are followed.


	· RLTCO and other ombudsmen participate or attend training that is provided in partnership with DSHS, provider associations, and other stakeholders.

· Collaboration includes advocacy groups, provider groups, advisory groups.

· Other community resources such as Emergency Medical Services, police, fire dept. APS, etc., and are educated on LTC issues and the program.

· Ombudsmen serve on boards of LTC advocacy groups, such as Resident Councils of Washington.


	

	
	
	
	

	Media relations
	· Policies and procedures concerning media use are followed. [Need PIM]

· Media is used to promote resident rights, LTC issues, and best practices and raise public awareness.

· Media is used for volunteer recruitment and recognition.

· Program responds to media requests for general information about long-term care and the LTCOP.

· Confidentiality regulations are adhered to.  Disclosures are not made without resident consent.
· Facts are used when giving information to the public.
	· A coordinated media plan exists and is followed begins with State Office, followed by Regions.

· Ombudsmen receive media training and a media kit.

· Press kit is developed and routinely updated.

· Media publications, press releases, etc are developed and routinely updated.
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	Consumer information 

	· Consultation and program information is available by telephone during working hours.

·  Only certified Ombudsmen take confidential information.

· An answering system and basic referral information and/or backup number is on message during absences.  

· Messages are checked daily; calls are returned within 3 working days.

· At a minimum, annual and special topic reports are available with LTCOP data on closed complaints and other program activities.

· Consumers and facility staff are given information and referrals to community resources to enable problem solving and choices of long-term care options (consultation).

· Written program information is available including legal memos, brochures, fact sheets, and resource materials.


	· Assistance is provided to the public in understanding public entitlement programs and other community resources.

· State and local programs develop and maintain a LTCOP website.

· Website provides links to special services, survey information, quality control information, and other long-term care topics.

· Fact Sheets (theft and loss, guardianship/power of attorney, restraints, residents’ rights, etc.) are developed and made available to the public by mail and Website link.

· A video library is maintained and easily accessible to Regions and volunteers for community training.  

· Program information is available in several languages and alternative formats.  

· Program has a Speakers Bureau.
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	Relationships with facilities


	· First obligation is to residents.

· A professional, collaborative, approach is maintained.

· Make presence known to facilities, wear ID badge.

· Serve as a resource for facilities. 
· Volunteers discuss problems with regional ombudsman before taking more aggressive measures.
· Ombudsmen attend survey exit interviews whenever possible.


	· Joint training and educational seminars are conducted in coordination with other stakeholders.

· Ombudsman and facilities work together on improving LTC systems issues.
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