

























































































































Clarifications for Coordinators and Data Entry Personnel

This activity captures the number of facilities (unduplicated count) covered
on a regular basis, not in response to a complaint, by paid and volunteer 
Ombudsmen.  Regular basis means no less frequently than quarterly.
AoA interprets “facility coverage” to mean that a facility received regular access/coverage only when an ombudsman made at least one visit per 
calendar quarter.

A. Resident Visitation / Complaint Investigation


This activity captures the number of facilities (unduplicated count) covered on a regular basis, not in response to a complaint, by paid and volunteer Ombudsman.  Regular basis means no less frequently than quarterly.  AoA interprets “facility coverage” to mean that a facility received regular access/coverage only when an ombudsman made at least one visit per calendar quarter.






	
The data from this activity is aggregated to
Part III D. 6. Facility Coverage


	
Use this category for:
	
DO NOT use this category for:

	Time spent in the facility.
	Individual instances of providing information and/or consultation that helps empower individuals and families when a case HAS NOT been opened.  This activity would be captured as: B.  Information and Consultation to Individuals

	Time spent working to investigate and resolve complaints.
	

	Time spent visiting residents.
	

	Time spent making general observations of the facility.
	














B.  *Individual Information and Consultation


This activity captures the number of individuals assisted by telephone or in person on a one-to-one basis on needs ranging from alternatives to institutional care, to how to select a nursing home, to residents’ rights, to understanding Medicaid. Count each separate request for information or assistance (but not each call related to the same request), whether made by someone who requested assistance earlier in the year or by a new caller.










	
The data from this activity is aggregated to
ORT Part III D. 5. Information and Consultation to Individuals












*Requires a topic






	
Use this category for:

	DO NOT use this
Category for:

	
Providing information and consultation to individuals when a complaint HAS NOT been opened.

	
Providing Information on:
Residents’ Rights
Regulations
Choices for LTC
Ombudsman Services

NOTE:  Recording multiple requests by the same person, on the same topic, is considered one instance.  Multiple topics by the same person should be considered multiple instances.

1 TOPIC = 1 INSTANCE

	
A case that has already been opened.  If a case is already opened, record as program activity 
A. Resident Visitation/Complaint Investigation

	
Counseling an individual on how to resolve their own complaint -(EMPOWERMENT) 
Including whom in the facility to speak with regarding their issue.

	
	
Providing community education in a large group/setting or event such as presentations to service organizations like the Lions Club, Elks, or Rotary.  In this case, program activity
C.  Community Education would be used.









C.  Community Education




Provide the total number of presentations made to, and or other meetings, with community groups, students, churches, etc.









	

The data from this activity is aggregated to ORT
Part III D. 10. Community Education


	Use this category for:
	DO NOT use this Category for:

	Any presentations given to persons in the community and/or other meetings with community groups, students, churches, etc.

	Presentations/training to facility staff; record these as program activity H. Facility Staff Training by Ombudsman.

	
	Accounting for the involvement of multiple Ombudsmen around providing this education.  ORT counts ONLY the event itself (the community education), not the time and efforts of the Ombudsman who provided it.



D. *Facility/provider consultation



	
The data from this activity is aggregated to ORT
Part III D. 6. Consultation to Facilities


	Use this category for: 
	DO NOT use this Category for:

	Anytime a facility approaches the ombudsman for information and assistance.
	Discussing the resolution of a complaint with facility personnel.  This time would be recorded as program activity A. Resident Visitation /Complaint Investigation.

	Requests by facilities for LTCOP posters or program related literature.
	Providing formal training for facility staff and administration.  This activity would be recorded as program activity H. Facility staff training by Ombudsman.

	Providing information on:
Residents Rights
Regulations
Choices for LTC
Ombudsman Services

	Referring a problem to facility staff for investigation.  Through critical thinking (or consultation with SLTCOP staff) decide if this is something that should/can be investigated by LTCOP through observation, interview, or record review. 



Provide information and assistance to facility managers and staff.  To capture the extent of this important activity, report the number of such consultations provided during the year.  If there are repeated consultations to the same facility, count each consultation separately. 


*Requires a topic



	
The data from this activity is aggregated to
Part III D. 7. Participation in Facility Surveys


	
Use this category for:

	
DO NOT use this category for:

	
ANY kind of DOH survey participation or involvement by the LTCOP program.

	
Accounting for the involvement of multiple ombudsmen around a particular survey.  ORT counts ONLY the event itself (the survey), not 
the number of ombudsmen who participated in the survey or the number of contacts, phone calls, 
made or related to it.  

	Participation/involvement includes providing information to the surveyor either by phone or “in person” immediately prior to, or during the survey process.
	



Provide the number of facility surveys in which the ombudsman or designated ombudsman representatives participated in any aspect of both regular surveys and surveys held in response to a complaint, including pre-service briefing of surveyors and participation in exit interviews.

E.  Facility Survey Participation


	
The data from this activity is aggregated to
Part III D. 8. Work with Resident Councils


	
Use this category for:
	
DO NOT use this category for:

	Participation in a resident council meeting by the designated ombudsman representative.
	Additional support to the resident council outside the meeting.  This activity would 
be recorded as program activity B. Information and Consultation to Individuals.


	NOTE:  Remember that in this program activity we are counting ONLY the “event” itself.  Volunteer’s time spent at resident council meetings should be recorded as program activity I. Additional Volunteer Hours.  

	



Provide total count of all resident meetings attended by designated ombudsman representatives during the reporting period, for both state and local levels.
F.  Resident Council Participation


	
The data from this activity is aggregated to
Part III D. 9. Work with Family Councils


	
Use this category for:

	
DO NOT use this category for:

	
Participation in a family council meeting by the designated ombudsman representative.
	
Additional support to the family council outside the meeting.  This activity would 
be recorded as program activity 
B. Information and Consultation to Individuals.


	
NOTE:  Remember that in this program activity we are counting ONLY the “event” itself.  Volunteer’s time spent at family council meetings should be recorded as program activity I. Additional Volunteer Hours. 

	



G.  Family Council Participation
Provide total count of all family meetings attended by designated ombudsman representatives during the reporting period, for both state and local levels.



[image: ]Give the number of sessions provided by state and local ombudsman staff and the three most frequent topics of training at each level.
H.  *Facility staff training by Ombudsman




	
The data from this activity is aggregated to ORT
Part III D. 3. Training to Facility Staff


	Use this category for: 
	DO NOT use this Category for:

	Any presentations or instruction provided to facility staff by the Ombudsmen.  Formal 
in-services are generally scheduled in advance, on a defined topic, with more than one staff person present.
	A staff member being interviewed as part of a complaint investigation.  This time would be recorded under program activity A. Resident Visitation/Complaint Investigation.

	
	One-on-one, impromptu meetings with staff.  This type of activity would be captured under D. Facility/Provider Consultation.

	
	The initial tour of a facility by volunteers as part of LTCOP certification training.

	
	A new volunteer being introduced to a facility.




	
The data from this activity is aggregated to ORT
Part III B. 2. Volunteer Hours


	Use this category for: 
	DO NOT use this Category for:

	Time spent in:
Discussion groups;
Filling out forms;
Making and receiving phone calls;
Helping out in the office; 
Attending training at an alternate site;
Attending care plan meetings;
Travel associated with attending training
	Recording ANY LTCOP staff time.

	NOTE ON LTCOP CERTICATION TRAINING 
If your program is not hosting or facilitating certification training the volunteer would need to capture their time spent in certification training under this program activity.
	Time spent at in-services/certification training hosted by your local LTCOP program.  This time will be accounted for by your local LTCOP Program Coordinator.





This activity captures the number of hours donated by certified volunteer ombudsmen that is not captured through any other activity.
I.  Additional Volunteer Hours

	
The data from this activity is aggregated to ORT
Part III D. 2. Technical Assistance to Local Ombudsman and Volunteers 


	Use this category for: 
	DO NOT use this Category for:

	
Time Spent:
Developing (i.e.; contacting speakers, recruitment, putting materials together) and delivering both certification and in-service training; 
Providing technical assistance or guidance;
Assisting a volunteer/PAID staff with reporting and documentation;

	
Capturing any training activities. 
This activity would be recorded as 
K. Ombudsman/Volunteer Training.





This activity captures the estimated percentage of total staff time which local program paid staff devote to developing volunteer programs and supporting other staff and volunteers.

J.  Coordinator Assistance to Ombudsman/Volunteer

	
Recruiting/retaining volunteers;
passing along/sharing information from training sessions to volunteers/PAID staff;
conveying changes to LTCOP Policy and Procedure to volunteers/PAID staff; and,
time spent reviewing the content and quality of LTCOP Reporting (case records and program activity forms).

	
Time spent introducing a new ombudsman to his/her facility or mentoring (Pre and Post Classroom). 
This activity would be recorded as 
K. Ombudsman/Volunteer Training.


	
NOTE: USE THIS PROGRAM ACTIVITY FOR ANY TIME SPENT ON VOLUNTEER MANAGEMENT.

	



F.  Resident Council Participation
Provide total count of all resident meetings attended by designated ombudsman representatives during the reporting period, for both state and local levels.

F.  Resident Council Participation









K. **Ombudsman/Volunteer Training


Training is reported by the trainer, not the trainee.  It is always assigned as completed by the local coordinator.  Training is one session without regard to the length of the session; therefore 36 hour certification training is 1 session. Similarly a monthly in-service is 1 session.  Training arranged for, or otherwise provided to a staff or volunteer is recorded here.











**THIS PROGRAM ACTIVITY REQUIRES BOTH ATTENDEE INFORMATION AND A TOPIC 
PER NORS REPORTING REQUIREMENTS.  


	
The data from this activity is aggregated to ORT
Part III D. 1. Training for Ombudsman Staff and Volunteers 


	Use this category for:
	DO NOT use this Category for:

	Accounting for staff and volunteers attendance at trainings provided in the community that have not been arranged for, or otherwise provided by the local coordinator.  Examples include symposiums, aging conferences, forums, etc. in which training has been provided to Ombudsman staff and volunteers.  Please contact SLTCOP if there is any doubt by the local program of the relevance or appropriateness of a potential training to LTCOP staff and volunteers that you would like to attend. 
	Reporting time spent by a volunteer attending training. Program Activity I. Additional Volunteer Hours should be used to do this.	

	
NOTE - For trainings provided to multiple programs only one program should be recording the training event.  The other participating programs may record their volunteer’s time under I. Additional Volunteer Hours.  Any staff time devoted to the training should be recorded under J. Coordinator Assistance to Ombudsman/Volunteer. 

	
Any state sponsored LTCOP training (volunteer trainings, TI), is recorded by 
the state office, not the local program.







L.  *Media Interview or Discussion
Report any interview or discussion with the media regarding the Ombudsman Program













* Requires a topic

	
The data from this activity is generated to
Part III D. 11. Work with Media-Press Release


	
Use this category for:
	
DO NOT use this category for:

	Interview for newspaper article
	
Local LTCOP outreach to media sources (press release, etc.)  This activity would be recorded as Program Activity M. Media-Press Release.


	Radio interview
	

	Television interview
	

	NOTE - When a member of the media approaches the local LTCOP program.
	





	M.  *Media-Press Release
Report any interview or discussion with the media regarding the Ombudsman Program














	* Requires a topic

	
The data from this activity is aggregated to
Part III D. 11. Work with Media-Press Release


	
Use this category for:
	
DO NOT use this category for:

	Programmatic press releases sent to the media by the local LTCOP program.  One press release may be sent to many media outlets, but counts only as one press release.
	
When the media approaches the local LTCOP.  This activity would be recorded as Program Activity L. Media Interview or Discussion.

	
NOTE - When the local LTCOP program approaches the media.

	





	[bookmark: _GoBack]
The data from this activity is aggregated to
Part III D. 12. Monitoring, Work on Laws, Regulations


	
Use this category for:

	
DO NOT use this category for:

	Working for legislative changes to improve the health, safety, welfare and rights of residents.
	


	Working for regulatory or administrative changes to improve the health, safety, welfare and rights of residents.
	

	Contacting state or local legislators, policy makers or the media about issues impacting long-term care residents or to educate them about the ombudsman.
	


N.  Systems Advocacy
Report time spent by PAID ombudsman working with other agencies and individuals, both inside and outside of government, on laws, regulations, policies and actions to improve the health, welfare, safety and rights of long-term care residents. 




















	Educating legislators, policy makers, governmental agencies, the media, residents, their families and the public about: a) the impact of laws, regulations, policies and/or practices on long-term care residents (e.g., through written materials, presentations, etc.), and b) making recommendations or providing comments to regulatory agencies regarding current or proposed regulations impacting long-term care residents. 
	

	Facilitating public comment about facility policies at the individual facility level or about public policies at the regional and state level.
	

	Disseminating ombudsman program public reports and positions.
	

	Initiating or participating in coalitions or task forces to address issues affecting long-term care residents in your program jurisdiction.
	

	Convening or participating in public forums or hearings relative to long-term care issues.
	

	NOTE - If volunteers participate in this activity, 
it should be counted as Program Activity I. Additional Volunteer Hours.
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