
Introduction toIntroduction to
The Northern VirginiaThe Northern Virginia

LongLong--Term CareTerm Care
Ombudsman ProgramOmbudsman Program



Ombudsman Program MandatesOmbudsman Program Mandates

The Ombudsman Program is a federally The Ombudsman Program is a federally 
mandated program under Title VII of the mandated program under Title VII of the 
Older Americans Act. Older Americans Act. 

Every state must have a LongEvery state must have a Long--Term Care Term Care 
Ombudsman Program.Ombudsman Program.



Funding of the Ombudsman ProgramFunding of the Ombudsman Program

The Northern Virginia LongThe Northern Virginia Long--Term Care Term Care 
Ombudsman Program is funded primarily Ombudsman Program is funded primarily 
through the five Area Agencies on Aging through the five Area Agencies on Aging 
(AAA(AAA’’s) within Northern Virginia.s) within Northern Virginia.

Services provided by the program are free Services provided by the program are free 
and confidential.and confidential.



Ombudsman Program TerritoryOmbudsman Program Territory

The Northern Virginia LongThe Northern Virginia Long--Term Care Term Care 
Ombudsman Program covers all of Ombudsman Program covers all of 
Northern Virginia. This includes the Northern Virginia. This includes the 
jurisdictions of Alexandria, Arlington, jurisdictions of Alexandria, Arlington, 
Fairfax, Loudoun and Prince William.Fairfax, Loudoun and Prince William.

We currently cover 115 facilities with We currently cover 115 facilities with 
approximately 11,000 total beds.approximately 11,000 total beds.



The Goal of the Ombudsman The Goal of the Ombudsman 
ProgramProgram

Our goal is to promote the highest Our goal is to promote the highest 
possible quality of life and care for possible quality of life and care for 
residents in Nursing Facilities, Assisted residents in Nursing Facilities, Assisted 
Living Facilities, Adult Day Health Care Living Facilities, Adult Day Health Care 
Centers and recipients of Home Health Centers and recipients of Home Health 
Care.Care.



Program ObjectivesProgram Objectives

To investigate and resolve complaints made by To investigate and resolve complaints made by 
longlong--term care recipients.term care recipients.

To counsel recipients on resolving their To counsel recipients on resolving their 
complaints complaints -- thus empowering them to act on thus empowering them to act on 
their own behalf.their own behalf.

To provide information on services available in To provide information on services available in 
longlong--term care facilities and the community to term care facilities and the community to 
enable consumers to make informed choices.enable consumers to make informed choices.



Program Objectives ContinuedProgram Objectives Continued……

To advocate for improving the quality of life for To advocate for improving the quality of life for 
persons receiving longpersons receiving long--term care services.term care services.

To train and consult with providers of longTo train and consult with providers of long--term term 
care services.care services.

To train volunteers annually.To train volunteers annually.

We are available to coWe are available to co--investigate with Adult investigate with Adult 
Protective Services and the licensing agencies.Protective Services and the licensing agencies.



The Federal Nursing Home Reform The Federal Nursing Home Reform 
Law of 1987Law of 1987

The federal Nursing Home Reform Act went into The federal Nursing Home Reform Act went into 
effect on October 1, 1990 and required the effect on October 1, 1990 and required the 
following:following:

All nursing home and assisted living facilities must All nursing home and assisted living facilities must 
““promote and protect the rights of each residentpromote and protect the rights of each resident”” and and 
““provide care and services necessary for each provide care and services necessary for each 
resident to attain or maintain the highest practicable resident to attain or maintain the highest practicable 
physical, mental and psychophysical, mental and psycho--social wellsocial well--being.being.””
This law places strong emphasis on individual dignity This law places strong emphasis on individual dignity 
and selfand self--determination.determination.



ResidentsResidents’’ RightsRights

To be informed of your rights, rules and To be informed of your rights, rules and 
regulations governing your care, conduct and regulations governing your care, conduct and 
responsibility.responsibility.
To be educated about available services and To be educated about available services and 
related charges.related charges.
To participate in planning your care and To participate in planning your care and 
treatment.treatment.
To be given reasons for transfer or discharge To be given reasons for transfer or discharge 
and be given reasonable advance notice.and be given reasonable advance notice.



ResidentsResidents’’ Rights ContinuedRights Continued……

To voice grievances and recommend changes in To voice grievances and recommend changes in 
policy without retaliation.policy without retaliation.
To manage your personal financial affairs.To manage your personal financial affairs.
To be free from mental and physical abuse and To be free from mental and physical abuse and 
be free from unauthorized chemical and physical be free from unauthorized chemical and physical 
restraints.restraints.
To have confidential treatment of personal and To have confidential treatment of personal and 
medical records and approval or refusal of their medical records and approval or refusal of their 
release.release.



ResidentsResidents’’ Rights ContinuedRights Continued……

To be treated with recognition of dignity, To be treated with recognition of dignity, 
individuality, and privacy.individuality, and privacy.
To not perform services for the facility without To not perform services for the facility without 
your consent.your consent.
To have private communication with persons of To have private communication with persons of 
your choice and to send and receive unopened your choice and to send and receive unopened 
mail.mail.
To participate in social, religious, and community To participate in social, religious, and community 
activities.activities.



ResidentsResidents’’ Rights ContinuedRights Continued……

To maintain and use personal clothing and To maintain and use personal clothing and 
possessions as space permits.possessions as space permits.

To have privacy for visits with your spouse, To have privacy for visits with your spouse, 
family and friends.family and friends.

To have information on the rights and To have information on the rights and 
responsibilities of residents posted in an easily responsibilities of residents posted in an easily 
visibly place.visibly place.



How Would the Resident Feel Living How Would the Resident Feel Living 
in the Facility?in the Facility?

When staff members do their site visits When staff members do their site visits 
and when the volunteers are in the and when the volunteers are in the 
facilities every week, we are utilizing the facilities every week, we are utilizing the 
following senses:following senses:

SightSight
HearingHearing
SmellSmell
TouchTouch
TasteTaste (in rare instances)(in rare instances)



The ResidentThe Resident’’s Conditions Condition

Examples: Clean and combed hair, clean Examples: Clean and combed hair, clean 
and trimmed nails, hearing aides being and trimmed nails, hearing aides being 
utilized, clean teeth, men shaven, women utilized, clean teeth, men shaven, women 
free of unwanted facial hair, etc.free of unwanted facial hair, etc.



The ResidentThe Resident’’s Rooms Room

Examples: Call bells being accessible and Examples: Call bells being accessible and 
in working condition, fresh water within in working condition, fresh water within 
reach of the resident, cleanliness of floors, reach of the resident, cleanliness of floors, 
walls, and equipment, clean bed linen, walls, and equipment, clean bed linen, 
and safety devices in place.and safety devices in place.



Environmental ConditionsEnvironmental Conditions

Examples: Appropriate lighting, clear Examples: Appropriate lighting, clear 
pathways, room temperatures, odors, and pathways, room temperatures, odors, and 
noise levels.noise levels.



The Dining Room/Food ChoicesThe Dining Room/Food Choices

Examples: Menus are visibly posted, Examples: Menus are visibly posted, 
enough staff to help those that need enough staff to help those that need 
assistance, variety in the menu, are assistance, variety in the menu, are 
residents served what is on the menu, is residents served what is on the menu, is 
the dining room atmosphere pleasant, and the dining room atmosphere pleasant, and 
are appropriate utensils provided if are appropriate utensils provided if 
needed.needed.



ActivitiesActivities

Examples: Posting of an activity schedule Examples: Posting of an activity schedule 
in large and legible print, participation in large and legible print, participation 
levels, appropriateness of activities, levels, appropriateness of activities, 
variation among activities, staff variation among activities, staff 
encouragement of resident involvement, encouragement of resident involvement, 
and resident satisfaction.and resident satisfaction.



Ombudsman Program StaffOmbudsman Program Staff

We have 7 staff membersWe have 7 staff members
Laura Nichols, DirectorLaura Nichols, Director

Gay Gay AlperAlper, , OmbusmanOmbudsman
Lisa Callahan, Volunteer SpecialistLisa Callahan, Volunteer Specialist
Kathy Jones, OmbudsmanKathy Jones, Ombudsman
Beth Ann Beth Ann MargettaMargetta, Ombudsman, Ombudsman
Laila Riaz, OmbudsmanLaila Riaz, Ombudsman
Jean Thompson, OmbudsmanJean Thompson, Ombudsman



Volunteer OmbudsmanVolunteer Ombudsman

We currently have 72 volunteersWe currently have 72 volunteers
Volunteers are required to:Volunteers are required to:

Participate in a mandated 3 day annual training Participate in a mandated 3 day annual training 
class consisting of 24 hours of work. This training class consisting of 24 hours of work. This training 
is usually held in September.is usually held in September.
Commit to a minimum of 1 year of service.Commit to a minimum of 1 year of service.
Visit the facility for a minimum of 4 hours a week.Visit the facility for a minimum of 4 hours a week.
Attend 6 inAttend 6 in--service training sessions yearly.service training sessions yearly.



How Do I Contact the Ombudsman How Do I Contact the Ombudsman 
Program?Program?

Intake Line 703Intake Line 703--324324--58615861
Staffed MondayStaffed Monday--Friday from 8:00Friday from 8:00--4:30pm4:30pm
Contact InformationContact Information

12011 Government Center Parkway12011 Government Center Parkway
Suite 708Suite 708
Fairfax, VA 22035Fairfax, VA 22035
NVLTCOP@fairfaxcounty.govNVLTCOP@fairfaxcounty.gov
www.fairfaxcounty.gov/ombudsmanwww.fairfaxcounty.gov/ombudsman

(Original slides were created by Shannon Dodd and later modified(Original slides were created by Shannon Dodd and later modified))

mailto:NVLTCOP@fairfaxcounty.gov
http://www.fairfaxcounty.gov/ombudsman
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