General Questions
What if I am not able to in-service all of my volunteers prior to the October 1, required start date of the new forms? 
Discuss this issue with your Assistant State Ombudsman.   A plan regarding when Ombudsmen will be receiving training on the new forms, and when Ombudsman will begin to use the forms will need to be submitted to your Assistant State Ombudsman.  

Complaint Form Questions
1) Do you disclose the residents name on the form if they want to be kept anonymous?  

Yes, the resident and complainant name should be written on the complaint form.   The resident’s identity can not be shared with people outside of the Ombudsman program.   It is important that their identity be included on the complaint form.   There are a number of reasons for this practice, one important reason would be if the issue arises for this resident again, it will be easier to look up and review what has been done in the past.  Also, the State Ombudsmen gets inquiries from persons who have worked with local Ombudsman programs in the past.  If the State Ombudsman does not know whether or not the local LTCOP has worked with an individual in the past, it can make it more difficult for the State Office to assist them.
Forms and Ombudsmanager entries are not shared with anyone outside the LTCOP.   This is why it is of utmost importance that all documents be kept in a secure area, when stored at local LTCOP office, forms should be kept in a locked file cabinet.
2) Do you use the name of the individuals you have questioned regarding the complaint?  

Yes, confidentiality to not reveal identity lies with the resident or complainant involved in the complaint.  The names of staff or other residents who are interviewed should be recorded. The record of those interviewed would be important if this is an issue that continues, or another authority such as DOH must come in to conduct an investigation.  However if those who are interviewed will only consent to the interview if they are allowed to remain anonymous, we need to respect their wish to remain confidential.
3) For disposition code D, referred to other agency for resolution, a choice needs to be made between D1, D2, or D3?
Yes, In order to use Choice D – referred to other agency for resolution; a choice needs to be made between D1- final disposition was not obtained, D2 – Agency failed to act on complaint, or D3 – Agency did not substantiate complaint.
4) What disposition do we use if the resident expires prior to the resolution of an issue that you are looking into on behalf of this resident?
If the resident dies, while the Ombudsman is looking into an issue that is specific to this resident, and is not likely to affect any other residents, the appropriate disposition code is C, withdrawn.
5) If we later hear the disposition from the DOH do we go into Ombudsmanager and change the disposition?
After a case is put into Ombudsmanager and closed, with a disposition already assigned, it is not necessary to go back and change the disposition.
6) Should we be holding onto the case form waiting for a disposition from State DOH?  
Cases that have resulted in a phone call to DOH, should be closed once the Ombudsman investigation is complete and issues are addressed as appropriate.  It is not necessary to hold a case open while waiting for a DOH investigation.
7) If we get a phone call regarding a question of abuse and the caller is referred to DOH is this an open case?  

If after the Ombudsman and the caller discuss options, it is determined (the caller decides) that the best way to handle an issue is for the caller to be referred to DOH, this situation would not be recorded as a case.  This is because the Ombudsman did not actively investigate the issue.  This would be recorded as an information and consultation on the program activity form.
8) When is disposition E, No action needed or appropriate used?

One example of the use of this disposition might be a case where the Ombudsman is not able to verify a complainant’s issue.  After investigating by means of interview, record review, and observation an Ombudsman might be unable to verify a claim.  For this case, no action may be needed or appropriate because no problem can be verified, therefore making E the most appropriate resolution.

Ombudsmen look into issues on behalf of residents/complainants even if they do not seem plausible to the Ombudsman.  Just because something may sound unbelievable to us does not mean that it did not happen.  Also, the resident or complainant might perceive a situation, differently than the way that the actual event occurred.
9) Can there be more than two complaint codes involved in an Ombudsman case?   Will Ombudsmanager take more than two complaints?
More than two complaint codes may be used for any case.  Ombudsmanager can accept additional complaints beyond two.   Select only one complaint code for each issue.
10) Are we to use initials instead of the name of the resident at all times? 

Complainant initials are to be added to each supplemental page.   The purpose of the initials is to identify supplemental pages should they become detached.  The resident’s name should be recorded on line 3 of the complaint form, then throughout the body of the form, please use generic terms such as resident or complainant to refer to these parties.
11) On occasion the Ombudsman will look into a case and the complainant is all of the residents on a floor or unit.  Is this still ok?
Yes, it is ok to list a complainant as all residents on a unit or floor.  
12) After an Ombudsman turns in a completed complaint form, what should they do with their notes?

All investigation and resolution information should be included on the complaint form and supplementary pages.  After the case form is complete, ideally the Volunteer Ombudsman should destroy their notes on the case.
13) After information is entered into Ombudsmanager, are forms still kept?

Yes, per LTCOP policy case forms are to be kept three years from the date of case closure, and program activity reports are to be kept two years from receipt of form.  Archived forms should be kept in a locked file cabinet.
Monthly Program Activity Form Questions

1) For activity letter A, Resident Visitation/ Complaint Investigation does the name of the resident involved in the case get recorded in the notes section?
Case information is not to be recorded on the Monthly Activity Form.
2) Our agency requires that we provide the number of residents that the volunteer has seen in order to get reimbursement.  Where and how will the program get that?
The local program Coordinator may instruct Ombudsmen to add data items that are data items that are needed by local programs to the existing form.  
3) Can I alter the form to include reimbursement for travel?
Mileage or other information needed for travel reimbursement may be included on the form without making any alterations to the form itself.

4) If a volunteer makes phone calls regarding a complaint investigation from a location other than the facility does it get recorded as activity letter I, additional volunteer hours?
Yes, all time Ombudsmen volunteers spend working on a complaint investigation while outside the facility is recorded as activity letter I, Additional Volunteer hours.
5) Is activity letter I, additional volunteer hours the appropriate place to record paperwork completion time?

Yes, Volunteers should record the time that they spend outside of the facility completing the monthly paper work as under activity letter I, additional volunteer hours.
6) If we get a phone call about how to pick out a nursing home, where does it get documented?
Activity letter B, individual information and consultation would be the appropriate area to record this inquiry, as well as other phone or in-person inquiries answered by an Ombudsman related to long term care issues.
7) When paid staff is working with a volunteer, where is this recorded?
Any time spent by paid staff working with Ombudsmen Volunteers is to be recorded as activity letter J, Coordinator Assistance to Ombudsman / Volunteer.  Important examples of this activity include discussing how to investigate, or resolve a case.
8) Is training the only program activity that requires input of number of attendees?

Yes, activity letter K, Ombudsman / Volunteer training is the only activity that requires the number of attendees.

9) When documenting training what topic number would you use?

Please select the activity topic that best corresponds to the in-service that was held.  Examples of common training topics may be:  6 advance directives, 8 communications, 23 rehabilitation, or 26 resident rights.  If the training is 36-hour Ombudsman certification training, record the topic as number 20 Ombudsman Services.
10) When you do activity letter H, facility staff training by Ombudsman, do we need to document the number of attendees?
No, the number of attendees for facility staff training by Ombudsman is not required in the end of year ORT report; therefore, it does not need to be recorded.

11) When do you use Activity letter N, Systems Advocacy?
Activity letter N, Systems Advocacy should be used by program staff to record items such as attending, or planning for legislative advocacy day, letters written to influence policy regarding issues dealt with by LTCO, visits to local legislators.  Please note that we recognize that many Ombudsmen Volunteers engage in these activities, and for Ombudsman Volunteers these activities should be recorded as letter I, additional volunteer hours.
12) If the Coordinator is doing a complaint investigation do they use activity letter I, Additional Volunteer hours?

No, this activity is designated for use by volunteers.  
This purpose of the Additional Volunteer hours Activity is to get an accurate count of hours donated by certified volunteer Ombudsman, which is required on the ORT report submitted to AOA.  
Time spent by both coordinator and volunteer Ombudsmen working on complaints while in the facility should be accounted for as activity letter A, resident visitation/ complaint investigation.

13) Where do I record the time I spend working in Ombudsmanager?  
Program staff is not required to record the time that they spend on Ombudsmanager data entry.  AOA does not require that all time, and activities done by paid Ombudsmen be documented in any report.  Therefore, Ombudsman documentation is not a time study of all time spent by paid staff on Ombudsman activities.
However, Time spent by volunteer Ombudsmen spend time on documentation in Ombudsmanager it is reported as activity letter I, Additional Volunteer Hours.  This is because all of the time Volunteer Ombudsmen spend on Ombudsman activities is reported in the AOA report as time donated to the Program.

14) How do I record training that multiple counties participate in?  
This answer varies depending on whether the training is planned and implemented by one county or all of the counties that participated in the training.  For instance, if multiple counties set up, plan, and implement a regional 36 hour, or one day training.  Each county can record this into their section of Ombudsmanager as training.  However, each county should only count those persons who attended the training from their county as attendees. Five counties plan a regional training, each county sends five persons to training.  Even though 25 persons attended the training each county only records the five they sent.

If one county A, plans an entire training, and another county B sends persons to this training without participating in any aspect of training.  Then the county A, that planned the training should record all attendees from both counties, and county B would not record the training at all.

As always please contact your Assistant State Ombudsman for assistance specific guidance on any of these questions.  This Q and A has been put together as an effort to get clarity on documentation, but can not address every issue that could happen, and many issues may still be subject to individual implementation.
