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Focus on Residents’ Rights… 
Family & Resident Councils, Filing Grievances

Long Term Care Community Coalition
www.nursinghome411.org

http://www.nursinghome411.org/


+ The Long Term Care Community Coalition

 LTCCC: Nonprofit organization dedicated to improving care & 
quality of life for the elderly & adult disabled in long-term care 
(LTC). Home to two local LTC Ombudsman Programs in NY.

 Our focus: People who live in nursing homes & assisted living. 

 What we do: 

 Policy analysis and systems advocacy; 

 Education of consumers and families, LTC Ombudsmen and 
other stakeholders.

 Eric Goldwein: LTCCC’s Policy & Communications Director. 

 Richard Mollot: LTCCC’s Executive Director. 

 Website: www.nursinghome411.org. 
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http://www.nursinghome411.org/


+

Today’s Agenda

 COVID-19 update.

 Family & Resident 
Councils…
✓ Residents’ rights during the 

COVID pandemic;
✓ Family & resident council 

rights;
✓ Voicing grievances; and
✓ Accessing information about 

your facility.

 Tools to support resident-
centered advocacy.



+

LTCCC Homework 
Assignment(s)
Don’t worry. It’s an easy A.



+ LTCCC Homework Assignment(s): 
Follow Us!
 Sign up for Alerts & Updates: 

https://secure.everyaction.com/mI4P7049xkmdera3azWhJ
g2

 Subscribe to our YouTube Channel: 
https://www.youtube.com/longtermcarecommunitycoalitio
n?sub_confirmation=1

 Subscribe to the Nursing Home 411 Podcast and 
rate/review

 Apple: https://podcasts.apple.com/us/podcast/nursing-
home-411-podcast/id1485005242

 Spotify: 
https://open.spotify.com/show/2955T2AVbuc3H71zmu
3I1u

 Like our Facebook Page: https://www.facebook.com/LTCCC

 Follow us on Twitter: twitter.com/LTCconsumer

 And...
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See Zoom 
chat for links                                    

https://secure.everyaction.com/mI4P7049xkmdera3azWhJg2
https://www.youtube.com/longtermcarecommunitycoalition?sub_confirmation=1)
https://podcasts.apple.com/us/podcast/nursing-home-411-podcast/id1485005242
https://open.spotify.com/show/2955T2AVbuc3H71zmu3I1u
https://www.facebook.com/LTCCC


+
Extra Credit (and automatic A+): Donate

 LTCCC is a small organization, but with your help we can 
make a big difference in residents’ lives

 Please support our work to ensure that LTC residents 
receive the care they deserve and are treated with dignity 
in 2021

 Donate @ 
https://nursinghome411.org/sup
port-our-mission/ 

 Shop with Amazon Smile and .5% of purchases will go to 
your favorite organization (LTCCC) 
https://smile.amazon.com/gp/chpf/homepage/ref=smi_c
hpf_redirect?ie=UTF8&ein=13-
3565781&ref_=smi_ext_ch_13-3565781_cl

 Shop with iGive and part of purchases will go to LTCCC: 
https://www.igive.com/welcome/lp15/wr35.cfm?c=2766
8&m=426925&jltest=1
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See Zoom 
chat for links

Thank You!!

https://nursinghome411.org/support-our-mission/
https://smile.amazon.com/gp/chpf/homepage/ref=smi_chpf_redirect?ie=UTF8&ein=13-3565781&ref_=smi_ext_ch_13-3565781_cl
https://www.igive.com/welcome/lp15/wr35.cfm?c=27668&m=426925&jltest=1


+

COVID-19 Data Update
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 Beyond the virus…

 Isolation

 Abuse & neglect

 Substandard care

 Touch starvation

 Residents losing ability to speak

 Poor hygiene (no haircuts)

 Associated Press: “Not just COVID” 

 For every two LTC COVID victims, there’s another 
who has died prematurely of other causes

 40,000 excess deaths since March

 LTCcovid.org: Visitation restrictions associated with…

 Loneliness

 Depression

 Behavioral problems 

 Incidents involving aggression

 Worse quality of care

COVID-19 LTC Data: It’s Not Just COVID

Associated Press: “Not just COVID.” Photo by June Linnertz, via AP.

https://ltccovid.org/2020/11/01/pre-print-rapid-review-of-the-evidence-on-impacts-of-visiting-policies-in-care-homes-during-the-covid-19-pandemic/
https://apnews.com/article/nursing-homes-neglect-death-surge-3b74a2202140c5a6b5cf05cdf0ea4f32


+

Roughly 2 in 5 U.S. COVID deaths are in 
long-term care facilities.

COVID-19 LTC Data: U.S. 9

 “A bleak milestone” (Sources: Kaiser Family Foundation
& The COVID Tracking Project.)
 110,026 deaths (291,017 overall)
 841,495 cases (resident & staff) in 27,602 facilities
 Varies by state, community, etc.
 Racial disparities: NHs with higher proportion of 

black/Hispanic residents  higher share of COVID 
cases & deaths (KFF)

 Holiday spike ahead?

 CMS LTC COVID Data (only includes NHs)
 377,510 LTC resident confirmed cases (322,690 staff 

confirmed cases)
 76,542 LTC resident deaths (1,162 staff deaths)
 User-friendly data @ NH411 

https://nursinghome411.org/facility-level-covid-data/

Take data with a 
grain of salt.

 Underreporting 
 ~1320 facilities did not submit data for week 

ending 11/29/20. (Higher than previous 
weeks)

 Data entry errors
 It’s not just about cases & fatalities

New Reported Cases Per Day 
Source: Washington Post

https://www.kff.org/health-costs/issue-brief/state-data-and-policy-actions-to-address-coronavirus/
https://covidtracking.com/data/longtermcare
https://www.kff.org/coronavirus-covid-19/issue-brief/racial-and-ethnic-disparities-in-covid-19-cases-and-deaths-in-nursing-homes/
https://data.cms.gov/stories/s/COVID-19-Nursing-Home-Data/bkwz-xpvg
https://nursinghome411.org/facility-level-covid-data/
https://www.washingtonpost.com/graphics/2020/national/coronavirus-us-cases-deaths/?itid=sf_coronavirus


+ COVID-19 LTC Data: New York 10

 NY DOH (12/7/20)
 7,147 LTC deaths in NY nursing homes & adult care facilities
 Rising: +239 in 14 days

 Excludes fatalities outside facility
 Rising in some counties (Erie, Monroe)

 Warning: In the past week, New York’s overall new daily…
 Reported cases rose 5.8%
 Reported deaths rose 66.2%
 COVID-related hospitalizations rose 24.1%
 Source: Washington Post (12/15/20) Source: NY Times

Source: NY DOH. Data available at https://nursinghome411.org/ny-nursinghome-covid-data/

https://www.washingtonpost.com/graphics/2020/national/coronavirus-us-cases-deaths/?itid=sf_coronavirus
https://www.nytimes.com/interactive/2020/us/new-york-coronavirus-cases.html
https://nursinghome411.org/ny-nursinghome-covid-data/


+ Basic Rights of… 

Family & Resident 
Councils
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+ News Flash! Nursing Home Residents Still Have 
Rights!

 Staff training requirements

 Visitation rights

 Annual inspections 

 Complaint investigations (unless 
identified as “immediate 
jeopardy”)

NOTE: Some of these waivers have 
been modified or removed.

 Quality of care standards

 Quality of life standards

 Cleanliness and grooming

 Toileting assistance

 Freedom from unnecessary 
pressure ulcers

 Freedom from unnecessary drugs

Waived or Changed Not Waived

From the start of the COVID-19 pandemic, the federal Centers for Medicare & 
Medicaid Services (CMS) waived a number of federal rules for nursing home 
care and oversight. 



+ What are the Requirements for Nursing Homes in 
Respect to Resident and Family Councils? 

The federal Nursing Home Reform Law 
states that nursing homes “must protect and 
promote the rights of each resident,” 
including a resident’s right to “organize and 
participate in resident groups” and a family’s 
right to “meet in the facility with the 
families of other residents . . . .” 
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+ Federal standards provide residents and families the 
following protections
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 The facility must provide a resident or family group, if one exists, 
with private space; and take reasonable steps, with the 
approval of the group, to make residents and family members 
aware of upcoming meetings in a timely manner.

 Staff, visitors, or other guests may attend resident group or 
family group meetings only at the respective group's 
invitation. 

 The facility must provide a designated staff person who is 
approved by the resident or family group and the facility and 
who is responsible for providing assistance and responding to 
written requests that result from group meetings. 



+ Federal standards provide residents and families the 
following protections (continued)
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 The facility must consider the views of a resident or 
family group and act promptly upon the grievances and 
recommendations of such groups concerning issues of 
resident care and life in the facility.

• The facility must be able to demonstrate their 
response and rationale for such response.

• This should not be construed to mean that the facility 
must implement as recommended every request of the 
resident or family group. 



+ Rights of Resident & Family Councils 16



+
Residents Rights… 

Access to Records
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+ Access to Resident Records
The resident has the right to access personal 
and medical records  pertaining to him or 
herself. 

1. The facility must provide the resident with 
access to personal and medical records 
pertaining to him or herself, upon an oral 
or written request, in the form and format 
requested by the individual, if it is readily 
producible in such form and format 
(including in an electronic form or format 
when such records are maintained 
electronically); or, if not, in a readable hard 
copy form or such other form and format 
as agreed to by the facility and the 
individual, within 24 hours (excluding 
weekends and holidays); and 
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Access to 
residents’ 
records has 
become a 
challenging issue 
for families.
It is important to 
remember that, 
if the family 
member is the 
resident’s 
representative, 
they take the 
resident’s place 
in respect to 
access to records 
and other rights.



+ Copies of Resident Records

2. The facility must allow the resident to obtain a 
copy of the records or any portions thereof 
(including in an electronic form or format when 
such records are maintained electronically) upon 
request and 2 working days advance notice to 
the facility. 

The facility may impose a reasonable, cost-
based fee on the provision of copies, provided 
that the fee includes only the cost of:  (A) 
Labor…; (B) Supplies for creating the paper copy 
or electronic media if the individual requests that 
the electronic copy be provided on portable 
media; and (C) Postage, when the individual has 
requested the copy be mailed. 
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+ Residents Rights… 

Complaints &
Grievances
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+ Complaints & Grievances About Care, 
Dignity, Treatment, Etc…
 The resident has the right to voice grievances to the facility or other 

agency or entity that hears grievances without discrimination or 
reprisal and without fear of discrimination or reprisal. 

 Such grievances include those with respect to care and treatment 
which has been furnished as well as that which has not been 
furnished, the behavior of staff and of other residents, and other 
concerns regarding their LTC facility stay. 

 The resident has the right to and the facility must make prompt 
efforts… to resolve grievances…. 

 The facility must establish a grievance policy to ensure the prompt 
resolution of all grievances regarding the residents’ rights…. Upon 
request, the provider must give a copy of the grievance policy to the 
resident. 
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+ Complaints & Grievances (continued)

Requirements for a Nursing Home’s Grievance Officer

 Responsible for overseeing the grievance process, receiving 
and tracking grievances through to their conclusions; 

 leading any necessary investigations by the facility;

 maintaining the confidentiality of all information associated 
with grievances, for example, the identity of the resident for 
those grievances submitted anonymously, 

 issuing written grievance decisions to the resident; and

 coordinating with state and federal agencies as necessary in 
light of specific allegations.
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+ LTCCC Fact Sheet: Grievances 23
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Agencies for Filing a Complaint  

☎ LTC Ombudsman Program:

https://nursinghome411.org/ltcop/

☎ State & Federal Legislators:

https://openstates.org/

https://www.congress.gov/contact-us

☎Governor’s Office:

https://www.usa.gov/state-governor

☎State Medicaid Fraud Control Unit:

https://www.namfcu.net/medicaid-fraud-control-units.php

☎CMS Regional Office:

https://nursinghome411.org/cms-contacts-regional-central-
office-2019/

Visit https://nursinghome411.org/learning-center/abuse-
neglect-crime/ for more!

For Quality of 
Care Cases Only
U.S. Attorney’s Office:

https://www.justice.
gov/usao/find-your-

united-states-attorney

Ask for Elder Justice 
Coordinator or 

Healthcare 
Coordinator

https://nursinghome411.org/ltcop/
https://openstates.org/
https://www.congress.gov/contact-us
https://www.usa.gov/state-governor
https://www.namfcu.net/medicaid-fraud-control-units.php
https://nursinghome411.org/cms-contacts-regional-central-office-2019/
https://nursinghome411.org/learning-center/abuse-neglect-crime/
https://www.justice.gov/usao/find-your-united-states-attorney


+
Online Resources & Tools…

Medicare.gov/Care-Compare
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+ New Federal Website: Care Compare 26



+ New Federal Website: Care Compare 27



+ Online Resources & Tools…

Staffing data on 
www.nursinghome411.org
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+ Staffing data on www.nursinghome411.org 29

Sortable facility-
level data on 
staffing
based on auditable 
PBJ data.
NH411 posts new 
data every quarter, 
when they are 
released by CMS, 
and maintains the 
historical data files  
(since 2017) for 
your reference.

http://www.nursinghome411.org/


+ Staffing data on www.nursinghome411.org 30

http://www.nursinghome411.org/


+ Staffing data on www.nursinghome411.org 31

http://www.nursinghome411.org/


+ Online Resources & Tools…

COVID-19 data on 
www.nursinghome411.org
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+ How to use LTCCC’s COVID Data: USA 33

 LTCCC posts COVID data for every U.S. skilled nursing facility on a user-friendly 
spreadsheet: https://nursinghome411.org/facility-level-covid-data/
 Note: Data is reported by SNFs to the CDC, then posted on CMS website. LTCCC pulls 

data from CMS website and converts to user-friendly spreadsheet.

 Data includes cases (resident & staff), fatalities, staff shortages, PPE, & more.

 Data can be sorted & filtered by category (state, county, city, zip code, etc.) 

https://nursinghome411.org/facility-level-covid-data/
https://data.cms.gov/stories/s/COVID-19-Nursing-Home-Data/bkwz-xpvg


+
How to use LTCCC’s COVID Data: USA

34

Step 1: Click 
button to 
download file

Source: https://nursinghome411.org/facility-level-covid-data/

Step 2: Filter 
data by 
category 
(Provider, 
County, City, 
etc.)

https://nursinghome411.org/facility-level-covid-data/


+
How to use LTCCC’s COVID Data: USA
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Source: https://nursinghome411.org/facility-level-covid-data/

Select PPE tab on 
bottom left to view 
data on masks, 
gloves, etc.

Scroll right 
to view 
variables

https://nursinghome411.org/facility-level-covid-data/


+
How to use LTCCC’s COVID Data: NY
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 LTCCC posts COVID fatality 
data for every New York 
nursing home (NH) and adult 
care facility (ACF)
 Summary & county data on 

NH411 website. Sort by 
county without 
downloading file

 Full data (including facility-
level data) is available on 
user-friendly file

 Data notes
 Includes confirmed and 

presumed COVID deaths
 Excludes fatalities outside 

facility
Source: https://nursinghome411.org/ny-nursinghome-covid-data/

Note: Data from NY DOH (https://www.health.ny.gov/statistics/diseases/covid-19/fatalities_nursing_home_acf.pdf) which updates data 
daily in PDFS. LTCCC data posted biweekly

https://nursinghome411.org/ny-nursinghome-covid-data/
https://www.health.ny.gov/statistics/diseases/covid-19/fatalities_nursing_home_acf.pdf


+
How to use LTCCC’s COVID Data: NY
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Select tabs on 
bottom left to view 
individual NHs or 
ACFs. Filter or sort 
by county 

See county-level 
data including 
14-day increase

Source: https://nursinghome411.org/ny-nursinghome-covid-data/

https://nursinghome411.org/ny-nursinghome-covid-data/


+

Resources for Advocacy During 
the Pandemic & Beyond
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+ Learning Center 39

www.nursinghome411.org/learning-center/

http://www.nursinghome411.org/learning-center/


+ Family & Ombudsman Resource Center 40

www.nursinghome411.org/families-ombudsmen/

Sign-up for 
LTCCC’s Family 
Council Zoom 

Meeting 
Room!

http://www.nursinghome411.org/families-ombudsmen/


+ Forms & Tools for Resident-Centered 
Advocacy

41

https://nursinghome411.org/forms-tools-resident-centered-advocacy/

https://nursinghome411.org/forms-tools-resident-centered-advocacy/


+ LTCCC Factsheet: Resident & Family Record-Keeping 42

https://nursinghome411.org/fact-sheet-resident-family-record-keeping/

https://nursinghome411.org/fact-sheet-resident-family-record-keeping/


+ Thank You For Joining Us Today!
For updates & invites to future programs: www.nursinghome411.org/join/. 
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UPCOMING WEBINAR - January 12 @ 1pm Eastern

COVID-19 Vaccinations & Nursing Homes 

Special Guest Speaker: Beth Nivin, MPH
Beth Nivin worked as a research scientist at the NYC Department of Health and Mental Hygiene 
for 28 years, first in the Bureau of Tuberculosis Control where her emphasis was on the 
monitoring of patients with multi-drug resistant TB, and later in the Bureau of Communicable 
Diseases where she conducted surveillance for influenza activity as well as assisted long-term 
care facilities with influenza outbreak management. She retired in 2018 but often consults with 
the NYCDOHMH on issues related to influenza and COVID in long-term care facilities.
Beth has worked as an ombudsman at Staten Island long-term care and assisted living facilities 
since 2017.
She holds a masters degree in public health from the Tulane University School of Public 
Health. Beth got her start in public health while working as a Tuberculosis Control Officer in 
Botswana, Southern Africa, as a member of the Peace Corps.

For more information & to register: https://nursinghome411.org/events/. 

REGISTER: https://nursinghome411.zoom.us/webinar/register/WN_xItnQQwITlqTFXwsf3Y_GA

https://nursinghome411.org/events/
https://nursinghome411.zoom.us/webinar/register/WN_xItnQQwITlqTFXwsf3Y_GA


44

Questions?
Comments?

LTC Ombudsmen: If your program supervisor allows credit for attending this 
training program, please take the quick survey at: 
https://www.surveymonkey.com/r/ltccc-ltcop1.  

https://www.surveymonkey.com/r/ltccc-ltcop1
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