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Ombudsman program provides advocacy tips
for nursing home residents and their families
 

FRANKFORT, KY (May 17, 2005) -- Just about everyone who visits with residents of nursing homes and other long-term care facilities can use their visits to help ensure loved ones are receiving the best care possible.  
“Family members, friends, faith-based groups, advocates and others are a crucial source of support for nursing home residents,” said John Sammons, state long-term care ombudsman in the Cabinet for Health and Family Services.  “These visitors can make a big difference in the quality of care residents receive.”
In observance of Older Americans Month, the CHFS and the long-term care ombudsman are pleased to pass along some suggestions to help visitors advocate effectively for residents of nursing homes and other long-term care facilities.
· Be familiar with staff members.  Know their names, roles and responsibilities. Find out who is in charge of various areas of care and how grievances are addressed.  Those assisting with the placement of a loved one in a facility should ask to see a copy of the facility’s survey report to learn about any past problems in the facility. Read the resident admission agreement carefully, noting what services are provided and under what circumstances the facility might discharge a resident. 

· Educate the facility staff about your loved one.  Convey to staff the resident’s personal preferences, daily routines, activities, habits and other information and work with them to develop an individualized care plan that takes these factors into account.  Care plans should encourage and enable residents to achieve or maintain the highest practicable level of physical, mental and psychosocial well-being. 

· Pay attention to the care provided and how it impacts residents’ conditions.  Be aware of changes in a resident’s hygiene, mood, energy level, weight and other indicators of care and well-being. Try to determine if noticeable changes are due to deficiencies in care. Observe the responsiveness of staff to resident requests for assistance and whether staff members treat the resident with kindness, patience and respect. 

· Report concerns and problems to staff members in a timely manner.  When concerns or problems arise, first express concerns to persons directly involved.  If first efforts result in no action to resolve problems or concerns, report your concerns to staff supervisors. 

· Document your concerns and actions taken to report and resolve them.  Write down the names of those involved, dates, times and details of events, names of all those to whom the problem or concern is reported, any steps taken to remedy the problem and the outcome. 

· Request a care plan meeting with appropriate staff.  At this meeting, focus on expectations and outcomes you would like to see and how those goals can be accomplished.  Care plan meetings should result in a concrete strategy that provides the type and quality of care appropriate for the resident and identifies those responsible for implementing the plan. 

· Be assertive, persistent and confident, but respectful, in interactions with staff.  Clearly state any concerns and how you’d like to see them resolved.  Remember that as consumers, you or your loved one should expect high-quality services.  By treating staff with respect, you will help establish a productive problem-solving atmosphere. 

· Organize a resident or family council with other concerned residents or family members.  Resident and family councils can be effective and powerful tools for maintaining a consumer voice in the facility and for addressing facility-wide concerns with administrators. 

· Seek outside help if the facility doesn’t resolve your concerns.  Anyone who witnesses any instance of severe neglect or abuse should immediately call the Elder Abuse Hotline at 1-800-752-6200. Complaints and care problems of a less urgent nature may be directed to the state or local long-term care ombudsman program or the Inspector General for the Cabinet for Health and Family Services at (502) 564-2800. 

For additional assistance solving a problem within a facility, or for help advocating for resident rights and establishing resident and family councils, contact the Kentucky long-term care ombudsman at 1-800-372-2991.
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Sidebar/Box
Helpful Web sites for additional information on long-term care facilities:
         For comparative information on nursing homes and to see inspection results go to www.medicare.gov (click the Nursing Home Compare link on the home page).
         For information about long-term care ombudsman programs go to www.ltcombudsman.org.
