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+

Fundamentals

Be as knowledgeable as possible about both 
your needs and your rights.

Be respectful.

Start from those working close to the resident 
and move out from there.

Be clear and concise.

Track your issue, complaints, and responses.

Don’t go it alone! The LTC Ombudsman 
Program, resident and/or family councils can 
provide strength and support.



+
A Brief Background
Nursing Home Requirements & Resident 
Rights
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+ The Nursing Home System in a Nutshell

n Virtually all nursing homes participate in Medicaid and/or Medicare.

n In order to participate in Medicaid/Medicare, a facility agrees to 
meet the standards provided for in the federal Nursing Home 
Reform Law.

n States may have additional protections, but no state can have less 
protections.

n Federal protections & standards are for ALL residents in a facility, 
whether their care is paid for by Medicare, Medicaid or private pay. 

n The federal agency, CMS, contracts with the state DOH to          
ensure that residents are protected and receive the                  
services they need and deserve.
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+ Important Note
n Too many nursing homes fail to meet the basic standards laid 

out in the Nursing Home Reform Law. 

n We recognize that, as a result of these widespread failures, far 
too many residents suffer neglect, abuse, and demeaning 
conditions.

n The purpose of today’s program is not to say that there are 
easy solutions. Rather, the purpose is to raise awareness of… 
1. Ways in which nursing homes can and should be held accountable;
2. How you can effectively advocate for your loved one.

nWe know that there are significant challenges to getting good 
care. However, we can only advocate for change if we know of 
the mechanisms by which change can be carried out. 
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+
What To Do When Things Go 
Wrong
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+ Know Your Resident’s Rights 7

Too often, we accept substandard care because we have 
been conditioned to accept it.

User-Friendly Fact Sheets Include:
• Abuse, Neglect & Exploitation
• Antipsychotic Drugging
• Bed Rails
• Dementia Care Practices
• Fall & Accident Prevention
• Food, Nutrition, and Dietary Services
• Foundations of Resident Rights
• Infection Prevention and Control
• Informed Consent
• Requirements for Nursing Home Care Staff 

& Administration
• Requirements for Nursing Home Physician, 

Rehab, & Dental Services
• Transfer & Discharge Rights



+ A Problem Has Been Identified

n Consider the severity of the problem and 
how it can be rectified.
➠ For minor care or comfort issues, seek 

assistance from the facility staff on the floor.
• Examples: Mom’s food is cold or 

unpalatable or inappropriate. Dad has to 
go to the bathroom and needs help 
walking to the bathroom.
• Ask for help from an aide on the floor or 

someone at the nurse’s station.
➠ For urgent care or comfort issues, seek 

assistance from the facility staff on the floor. 
If that does not work, escalate your concern 
to supervisory nursing and then 
administrative staff.
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Note: In case of 
medical or other 
emergency, dial 
911. 
A good source for what 
to do while waiting for 
emergency help is 
https://www.consumer
reports.org/first-
aid/what-to-do-in-a-
medical-emergency/. 

https://www.consumerreports.org/first-aid/what-to-do-in-a-medical-emergency/
https://www.consumerreports.org/first-aid/what-to-do-in-a-medical-emergency/
https://www.consumerreports.org/first-aid/what-to-do-in-a-medical-emergency/
https://www.consumerreports.org/first-aid/what-to-do-in-a-medical-emergency/


+ Questions Unanswered, Problems Unsolved
As noted earlier, it is always best to start as close as possible to those 
working directly with residents and work your way out if you do not get 
a satisfactory response.

n Why? Going directly to the administrator can undermine your 
relationship with care staff and cut off opportunities to resolve 
problems with staff in between the direct care staff and 
administrator.

n However, too often, problems are not resolved by working with 
direct care staff or the problem is resolved but happens again.
• Example: Mom’s food is repeatedly cold or unpalatable or 

inappropriate. She’s losing weight or seems listless. 
• Example: Dad repeatedly does not get help getting to the bathroom 

and you find that he has been put in a diaper. You find Dad sitting in a 
wet diaper. He doesn’t know for how long. 
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What do you do??



+ Things you can do…
n Contact your LTC Ombudsman 

Program for help.

n Connect with the family council (or 
start one if the facility doesn’t have 
one!).

n Raise your concerns with the 
appropriate department in your 
facility, such as the dietician, therapy 
staff, social worker, or medical 
director.

n Track your concern!
n Too often, residents and families have 

valid concerns about their nursing 
home care or safety. 

n However, it is challenging to support 
those concerns if you don’t keep a 
good record of what has happened 
and how the problem has been 
addressed (or not).
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+ File a Grievance 11

Every nursing home is required to have a grievance officer who handles 
complaints about care or service and ensures that they are investigated and 
that the individual receives a meaningful response.



+ Request a Resident Assessment and/or Care Planning 
Meeting
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+ Going beyond the Facility

n File a complaint with the state 
health department and/or 
Medicaid Fraud Control Unit.
n You can make a complaint by 

phone or using any form you 
prefer.

n Complaints can be anonymous.

n Contact your state or federal 
legislator.

n Legislators can be a strong voice 
with both providers and oversight 
agencies.

n Contact the CMS location 
overseeing your state.
n If you do not receive an adequate 

response from your state agency.

n Seek legal help.

n We recommend using an attorney 
or firm with many years of 
experience with abuse & neglect 
cases.

13

www.nursinghome411.org/learn/abuse-neglect-crime
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