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Long-Term Care Ombudsman Volunteers -

eMail: LTCAC@ ltco.state.or.us

Your Constituents Helping Your Constituents

The Office of the Long-Term Care
Ombudsman went into the
biennium with the largest number
of certified ombudsman volunteers
in the history of the program. This
was the result of aggressive and
successful out-reach and recruiting
efforts in 2011. But even with that
increase, more volunteers and the
staff to support them are needed if
we are to meet the goal of visits to

What is the Long-Term Care Advisory Committee?

The Long -Term Care Advisory
Committee monitors the Office of
the Long -Term Care Ombudsman
(LTCO) for the Governor and the
Legislature pursuant to ORS
441.137-147. The Committee’s
monitoring function is carried out
in monthly public meetings in
which it confers with the State
Long Term Care Ombudsman,
Mary Jaeger, members of the staff,
trained and certified volunteers,

other agencies, and outside entities.

every licensed facility. There is a
finite limit on the number of new
volunteers that can be accepted into
the program without an increase in
paid staff to support them. Without
a small number of incremental staff
positions in the second half of the
biennium, the volunteer growth
achieved in the last 18 months will
not continue.

“The Volunteer
Ombudsman who
helped us solve
Mom’s problems

was worth a million
bucks!”

The meetings provide a forum for the
Committee and invited speakers to
discuss issues that impact long-term
care facility residents directly such as I
abuse prevention and indirectly, the
long-term care system itself. A major
change in the composition and
experience of the current Committee is
the number of its members that are
active Certified Ombudsman
volunteers. Five of its seven members
presently serve in over 30 assigned
facilities around the state.
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Licensed LTC Beds in Oregon
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More beds mean
more volunteers
are needed

On the Horizon.....

As more and more Oregonians are
finding ways to remain in their
own homes with supplemental
services, the need for ombudsman
type oversight is growing. What
this could mean to programs like
ours is already being discussed at
the national level. Stay tuned!

Trends in Long-Term Care in Oregon

The number of Oregonians 85
and over is projected to increase
from 80,959 in 2010, reaching
121,741 in 2022. This is the
group most likely to need
long-term care services.
Although the future long-term
care system may be somewhat
different than the current
system, there is no question that
there will continue to be
Oregonians with multiple
impairments who can no longer
live at home and who will
require the services of long-term
care facilities. The potential for
residents in long-term care to
need advocacy shows no sign of
declining, and it is expected that
the need for ombudsman

LTCO Funding

services will grow with the
increase in the resident
population. Oregon currently has
140 Nursing Facilities (12,200
beds), 214 Assisted Living
Facilities (over 14,000 beds), 247
Residential Care Facilities (about
9,500 beds), and over 1,700 Adult
Foster Homes (at least 8,100
beds). The impending “silver
tsunami” of baby boomers just
beginning to need the services of
long-term care facilities will add
tremendously to the challenges
facing both our program and
long-term care providers. And this
new wave of residents is likely to
have greater expectations from
their care settings than their
parents’ generation.
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Top 10 Complaints 2011
Move-Out Notices
Medication Errors
Food

Gross Neglect

Call Lights
Dignity/Respect

Care Plan Issues
Accidents/Falls
Billing/Charges
Symptoms Unattended

Office of the Long-Term
Care Ombudsman
eMail:
info@ltco.state.or.us
Web Site:

www.oregon.gov/ltco

Phone

800-522-2602

A Special Message from Mary Jaeger,
State LTC Ombudsman

It is my privilege to lead a group of
dedicated professional staffers and nearly
200 carefully selected and frained citizen
volunteers whose advocacy reaches
hundreds of elders’ lives every week. This
program gives an incredible return on
investment to the state and significantly
impacts the care and safety of the
residents in licensed long-term care
facilities. With pride | am pleased to
announce that we received the 2011
Governor's Award for Outstanding
Statewide Volunteer Program.

A Volunteer Touches Lives and Hearts in So Many Ways

“| have found being a volunteer in this
program has profoundly affected my
view on aging in this country. There is
so much we need to do for our fragile
Oregon elders who count on us, their
friends, family and neighbors, to see
that someone is there to speak for
them when they can no longer do so.”

Maryin Balaban

Certified Ombudsman Volunteer

Roseburg

About LTCO

The Office of the Long-Term Care
Ombudsman (ORS 441) is an integral
part of a very complex long-term care
system. It reminds us of the importance
of maintaining a focus on those
individuals Oregon’s long-term care
system is intended to serve, particularly
when those individuals are some of our
most vulnerable citizens. It also
represents a remarkable example of
civic engagement by volunteers in
communities throughout our great
state. Funding is from Oregon’s
General Fund and through the Federal
Older Americans Act.

LTCO + SMP Joining Forces to Stop Fraud

LTCO volunteers are being trained on
the Senior Medicare Patrol (SMP)
program which is designed to detect
and prevent Medicare/Medicaid fraud
and abuse. It is a natural addition to
the volunteer toolkit and will be helpful
as we meet with residents in licensed
long-term care facilities. The
opportunity to reduce the huge cost to
the Medicare program from fraud and
abuse makes this a very valuable use
of our trained volunteers.
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Defining Who We Are and improving How We Do Our Work....

Two volunteer initiated projects have been implemented in support
of the work of the LTCO program.

Outcomes is a volunteer
produced bi-
monthly e-News-
letter highlighting
fthe work and
results of our
ombudsman
volunteers
around the
state. This
- publication serves
a4 Qs G communi-
cations piece to tell
i, 1 of our stories, as well as
"'gk' o gy, a training and
recruitment aid. We
highlight how our
volunteers are using “best practices” and resident-centered advocacy
to accomplish the LTC Ombudsman mission.

The Electronic Case and Activities Reporting System for volunteers is a completely secure,
on-line volunteer management tool that improves the accuracy and timeliness in reporting
resident complaint and issues data. The system captures the results of our problem
resolutions, and the individual volunteer time devoted to various tasks each month. All data
collected is consolidated into mandatory state and federal reports. A volunteer with a
background in data base design led a group of volunteers to create the program.
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WHAT DO THE NUMBERS SAY?

Office of the Long-Term Care Ombudsman - Agency 114 Page One
Performance Measure Dashboard
For the Six Months Ended [ Biennium

For the Six Months Ended: Jun-09 | Dec-09 | Jun-10 | Dec-10 | Jun-11 | Dec-11 | '11-13  '13-'15

Volume & Quantity: Goals

Certified Ombudsman Volunteers | 131] 116] 130] 147] 177 | 180| 225] 300

New COs Certified | 24| 14] 32| 39| 71] 28|  75m|  75Ar

Facility Visits [ 7005] 6295] 6557] 5790 6405 6837] |

Facility Visits per Month | 1168] 1049 1.093] 965 | 1068 | 1140 | |

Total Volunteers 161 151 150 168 199 214

Volunteer Hours Worked 11070 | 9581 12135 9772 | 11764 | 12642

Hours Worked per CO per Month 14.1 13.8 15.6 111 11.1 117 16.0 16.0

Supervising Deputy FTEs | 5.0] 6.0| 6.0| 6.0| 6.0| 55| 6.0| 85

COs per Supervising Deputy | 262 218 193] 217 245| 322] 37.5] 35.0

Complaints Received 1977 1718 1742 1760] 1800] 1.626

Consults by Deputies 348 354 335 354 345 289

Consults by Volunteers 123 118 150 127 134 165

Complaints per 100 Visits [ 282] 273] 266] 304 281 238] |

Complaints per Month 1168 1049 1.093] 965 | 1068 | 1140 | |

New Cases Opened 1270 | 1160 1145] 1111 ] 1193 | 1114 |

Cases Opened per 100 Visits | 181 184 175] 192 186 163 |
LTCO Inquiries Referred [ 183
System Advocacy Hours Worked 18 80 318 356 | 1275 227 700 700
Office of the Long-Term Care Ombudsman - Agency 114 Page Two
Performance Measure Dashboard
For the Six Months Ended Bi

For the Six Months Ended: Jun-09 | Dec-09 | Jun-10 | Dec-10 [ Jun-11 | Dec-11 | '11-13  '13-15

Quality & Timeliness: Goals

Complaints Resolved 1,203 997 968 894 930 818
% of Complaints Received 60.8%| 58.0%| 55.6%| 50.8%| 51.7%| 503% 55% 60%

Complaints Referred 517 389 352 374 366 281
% of Complaints Received 26.2%| 22.6%|  202%| 213%| 203%| 173%

Days to Resolve: Days Days Days Days Days Days Days Days
In-House Complaints 44 42 40 34 36 24 30 30
Referred Complaints 117 125 111 100 101 59| 180

% of Facilities Visited:

Nursing 93% 97% 99% 96% 91% 92%| 100%/yr | 100%/yr
Assisted Living & Residential 72% 80% 83% 81% 80% 80%| 80%/yr | 90%/vr
Adult Foster Homes 28% 29% 27% 32% 41% 43%|_40%/yr | 60%/yr
Cost Effectiveness: Average Total Cost per Month
Per Month | Per Month | Per Month | Per Month | Per Month | Per Month | Per Month | Per Month

Agency 6-Month Average Cost $86.291 | $77.750 | $98.570 | $91.929 | $97.471 | $85.114

Cost per Volunteer 53597 | 51490 [ 657.13 | 547.20 [ 489.80 [ 397.73

Cost per Volunteer Hour Worked 7.80 8.12 8.12 9.41 8.29 6.73

Cost per Visit 1232 1235 1503 | 1588 | 1522 12.45

Cost per Complaint 4365| 4526 5658| 5223 5415] 5235

Volunteer Hours Worked = FTEs [ 1085] 939 1190 958 1153] 1239] [

Equiv. FTE Salary & Benefits per Month | $ 75102 | $65.001 | $82.328 | $66.296 | $79.811 | $85.767 | |

This LTCO Dashboard contains 36 separate
performance measures, the driving indicators most
directly related to the agency’s 10-year objectives.
For more information and details on the dashboard
see the agency website (www.oregon.gov/LTCO).
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Licensed Beds per 1,000 persons aged 75+ in 2010 (Statewide is 172.9, Multmomah has 209.9)
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To Become a Certified Long-Term Care Ombudsman Volunteer...
v" Be 21 years old
v Complete 5 days of training and complete an exam
v' Pass a criminal background check
v" Be prepared to volunteer 4 or more hours a week visiting assigned facilities
v' Have a passion for our mission

For an Application and More Information Go To http://www.oregon.gov/LTCO
or
Call 1-800-522-2602




