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Supervisors Lead the Way

State LTC Ombudsman Office & Resources
-Staff & Volunteer Management

*Documentation Guidelines

‘Review Case & Program Activity Documentation
Case Review (Examples)

*Program Visibility & Accountability

‘PEER

*References



STATE LTC OMBUDSMAN OFFICE
(SLTCO)

« Regional Ombudsman Coordinators (ROCS)

— Provides Support to Local Programs

— Serve as a Resource for Trainings

Ombudsman Supervisor should be first in
providing TA.

« Issues/Concerns not resolved at local level?
Contact your ROC, and in some instances, the

SLTCO directly.




SLTCO RESOURCES

«  Trainings (Manuals)
— Standardized Orientation (web based)
— Tierl
— Tier Il
— Annual Enrichment Conference

— OmbudsManager

* Desk Reference

— Volunteers (Coordinator Handbook)

— PA Empowered Expert Residents (PEER)
 ROC Resource Library

«  Network Meetings (intensives)




STAFF & VOLUNTEER
MANAGEMENT

 Ombudsman Supervisor Responsibilities
(open dialogue)

1. Example

2. Example

3. Example



STAFF & VOLUNTEER
MANAGEMENT

Standard Orientation

ePerform standard orientation for new staff and
volunteer ombudsmen

— Track to ensure it occurs.
*Where to find the curriculum?
*Who should implement and when?



STAFF & VOLUNTEER
MANAGEMENT

*Monitor Staff Training & Certification

*Are supervisor and staff (including clerical)
current with training/certification?

— Ex.: Tier I, Tier II, OmbudsManager

*Are dates of training/types of traininfg
dobclumented in OmbudsManager Staft/users
table?



STAFF & VOLUNTEER
MANAGEMENT

Conflict of Interest

*Are all staff & volunteer ombudsmen free of
conflict of interest?

*Recommended response to identified conflicts



STAFF & VOLUNTEER
MANAGEMENT

Criminal History/Background Check

*Have you completed a background check for all
staff and volunteer ombudsmen?




STAFF & VOLUNTEER
MANAGEMENT

OmbudsManager Staff/User Table

*Routinely updated to reflect current volunteers,
staftf, and PEERS?

Inactive personnel “de-activated” with end date?

*Are all training dates/information entered and
updated to reflect re-trainings or re-certifications
or changes in “level” (i.e. Tier I to Tier II, etc.)?



REVIEW CASE & PROGRAM
ACTIVITY

Open Discussion...



DOCUMENTATION

Assure Adherence to AgeNet
Documentation Guidelines

ATAB #09-10-01



ATAB # 09-10-01 (excerpt)

DOCUMENTATION GUIDELINES FOR AGENET
OMBUDSMANAGER

Activity Documentation Guideline
Media Attention/Legislative Inquires No later than 24 hours
Document in Ombudsmanager and follow-up with an action
summary (OAS) to state office
High Profile Facilities Within 5 business days*
*After date of quality assurance visit and/or follow-up action
conducted by staff or volunteer. NO need to send OAS
sIncludes: licensing agency enforcement actions, DPW Alerts,
Sanction Notices, Immediate Jeopardies, Civil Monetary
Penalties, bankruptcy actions.
Facility Closures No later than 24 hours
Document action in OmbudsManager with action summary
(OAS) sent to state office.




ATAB#09-10-nMm 0 O2V (1 QR

DOCUMENTATION GUIDELINES FOR AGENET

OMBUDSMANAGER
Activity Documentation Guideline
Case Documentation Within 10 business days*

*For the initial case entry from date case opened.

eSupervisory review should occur during case investigation &
should be documented as a journal entry by the supervisor prior
to case closure.

Routine Staff Activity Within 10 business days*
*After date activity is completed.

Routine Volunteer/PEER Activity Within 10 business days*
*After receipt of monthly report/time sheet

Exception: Resident complaints surfaced by Tier |
volunteers/PEERs should be referred to a staff ombudsman in
sufficient time to allow action on complaint to occur within the 5
days as required in APD #98-10-01.



CASE REVIEW (Example)

Case Prefix

Example: 45201000001

PSA: 45

YEAR: 2010

CASE #: oooo1

When & How to change



REQUIRED REVIEW - CASES

Date of entry?

Date of initial action?
Consent documented?
Status of legal rep verified?

Resident-direction?

All resident complaints addressed?
Journal entries contain five case elements?
Dispositions?

Timely complaint resolution?

Do the actions & documentation make sense?
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Documenting Review

“The sixth essential element of a case.”

Where?

How?
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Reviewing the Review

Cases Due for Review Report — OM

Print out sampling of closed cases.



PROGRAM ACTIVITY

Are Annual Visits conducted for all
licensed facilities?

Do you monitor facility enforcement
actions in your PSA?



VISIBILITY &

ACCOUNTABILITY
DOCUMENTATION

Review sampling of Program Activity
Documentation in OM

Review QA visit documentation. Are

all elements of a QA visit covered?
Refer to ATAB 04-10-02

Review Consultations with Individuals
and Providers. Does any of the |
documentation suggest that casework®
actually occurred?




PEER Expansion

Since 2002, PA has successfully:
— Graduated close to 9oo residents
— Over 30 Counties
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What we need to ensure?
— Documentation
— Support
— Follow-up
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Documentation

VIs pre-training paperwork (profile) submitted
timely and completed thoroughly?

VIs your PEER Coordinator submitting the final
count of graduated PEERs to the SLTCO?

V Are PEERs entered into OmbudsManager and are
their profiles updated as needed?

V Are PEER activities being captured and entered
into OM?
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Follow-up & Support

VIs there adequate support staft on-site for
PEER Trainings?

VIs SLTCO/ROC invited (timely) to
graduations?

VIs there adequate support staff when
follow-up meetings are convened?

V Are regular follow-up meetings occurring?



REFERENCES

Aging Program Directives

Aging Technical Assistance Bulletins
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Thank you!
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