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Objectives

 Provide clarification on the program 

philosophy concerning complaints and 

complaint resolution 

 Review and discuss components of the 

complaint investigation process in order to 

promote greater accuracy, consistency and 

ultimately more effective resolutions 

 Identify issues and questions needing further 

clarification
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Parking Lot

 This session will not 

answer all your 

questions about 

complaint handling and 

documentation

 There is no policy to 

cover every situation
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Is it a case?
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A resident, in sub-acute care, reports to the 

Ombudsman that she is missing clothes.

Items missing a:

 Yellow T-shirt

 2 pairs of Socks

With permission from resident, you report it 

to the staff and the items are found.

NYS LTCOP conference 2009



While the resident got their clothes back, this 

was not a case because the ombudsman did 

not conduct an investigation. 

To make this a case, we need to conduct an 

investigation to find out the “why” and to 

attempt to achieve a lasting, and if possible, 

systemic resolution. 

What are some questions that Ombudsman 

want to investigate?



Questions

1. Are there other residents with the same   

issue?   

2. How are clothes processed?

3. Are there any variations in procedures?

4. How do substitute staff proceed?



1. How are clothes processed?

In the nursing units clothes are sent to the 
laundry, washed, dried, and returned to the 
unit.  Unlabeled clothes stay in a basket in 
the laundry.



2. Are there any variations in 

procedures?

In the nursing home units, all clothes are 

labeled with resident’s names.  Aides in the 

nursing unit follow the procedure of placing 

all clothes in the laundry. 

In sub-acute care, most residents do not 

want their clothes to be marked because 

they send their clothing home for washing. 

In sub-acute care, aides are aware of which 

residents’ clothes to send to the laundry.  



3. How do substitute staff proceed?

When a substitute aide works in sub-acute 

care, they often place all clothes in the facility 

laundry.



When this was reported to the Administrator, 

training was provided to correct the problem.

The Ombudsman also provided information to 

new residents to prevent further loss of their 

clothing.

Solutions



Lesson learned……….

 The yellow shirt had been found.  However, 

by conducting a more thorough investigation 

the Ombudsman was able to achieve a 

resolution to lost laundry issues that were 

occurring throughout the facility.
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To Investigate or Not to Investigate

The decision of whether or not an issue is a 

complaint to be investigated depends on;

 the individual circumstances surrounding the 

issue,

 what the resident wants, and 

 the judgment of the ombudsman.
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To Investigate or Not to Investigate

 Is this an opportunity for helping the resident 

self-advocate?

 Has the resident attempted to address the 

concern before? 

 Who have they talked to about the problem?

 Has the issue already been investigated?
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To Investigate or Not to Investigate

 How often does it happen?

 How old is the issue?

 Can the complaint be investigated if the 
resident wishes to remain anonymous?

 Is the issue impacting a number of residents?

 What is the probability of a satisfactory resolution?
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Complaint Venue
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Nursing Home Complaints by Category 
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Adult Care Facility Complaints

by Category
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NY’s Most Frequent Complaints

Nursing Homes

 Failure to respond to 

requests for assistance

 Food service

 Medication admin.

 Personal hygiene (assist.  

bathing, grooming, etc.)

 Activities (choice and 

appropriateness)

Adult Care Facilities

 Food service

 Equipment/building 

(disrepair, fire safety, etc.)

 Medication admin.

 Personal property lost or 

stolen

 Discharge/eviction 

(planning, notice, process)
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Complaint Investigation Process

 Problem clarification

 Fact finding

 Resolution
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What

Why

How can it be 
better



Problem Clarification

 Gather Information

 Identify the problem

 Identify what steps have been taken

 Determine who needs to be involved
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Case Example
 Mr. Smith calls about the care his 87 year-old mother is receiving at Big Foot Nursing 

Home.  He begins by telling that he is her only family and that he is reluctant to complain 

because his mother has been at the facility for four years, she likes it there and that he 

cannot take care of her at home since he travels frequently.  Mr. Smith states that there is 

never enough help, especially at night and on weekends, and that no one gets any 

attention or help.  There is always a urine odor in the halls.  He states that his 

mother was able to walk on her own until about six months ago when 

she fractured her hip.  He said it bothered him that he found out almost two days after she was 

taken to the hospital.  He reports that the doctor at the hospital wanted her to 

have physical therapy.  She is afraid to walk alone now, and the aides 

do not answer the call bell soon enough for her to make it to the 

bathroom on time.  Mr. Smith reports that this has become very 

distressing for her, and his mother complains about her buttocks being 

very sore.    He reports that his mother says she does not go to activities.  She is alert 

but lately seems a bit confused.  He claims that her heart patch is not changed enough.  

Mr. Smith states that he has talked with staff about some of the problems but nothing has 

been done.  He would like her to be seen by another doctor but understands that is not 

possible.  He says he used to go to some family meeting but that he does not think they 

meet anymore.  He is not sure what to do or if he wants his mother’s name mentioned.
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Fact Finding

 Observations

 Interviews

 Record review
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Resolution

 Solicit possible solutions

 Choose an option

 Obtain a specific commitment

 Follow-up to evaluate outcome
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