
3/23/2022

1

www.centerforpreventionofabuse.org
1.800.559.SAFE (7233)

Long-Term Care Ombudsman Program
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Mission of the Ombudsman Program
• Older persons and adults with disabilities who:

• reside in Long-Term Care facilities (Resident)

• receive Medicaid Waiver services in their home (Participant), and/or

• are Medicare and Medicaid beneficiaries and receive Managed 
Care for services (Residents and Participants)

To protect and improve the quality 
of care and life of residents through 
individual and systemic advocacy.

To assure residents’ rights are 
upheld
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Who We Serve
• Older persons and adults with disabilities who:

• reside in Long-Term Care facilities (Resident)

• receive Medicaid Waiver services in their home (Participant), and/or

• are Medicare and Medicaid beneficiaries and receive Managed 
Care for services (Residents and Participants)
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Ombudsman Access

24/7 access to facilities 
and residents

The facility cannot 
interfere with a 
resident’s right to visit 
with an Ombudsman.

With the permission of 
the resident, 
Ombudsmen may 
access medical records.

Only a resident can 
deny an Ombudsman 
access to himself or 
herself
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Residents have a right to:

• be treated with dignity and respect

• safety and quality care

• participate in planning for their own care

• privacy

• manage their own money

• safety of personal property

• appeal an involuntary discharge

• make their own decisions

• meet with an Ombudsman (and 
representatives from other agencies)

• present grievances and receive a prompt 
response from facility or program.

• remain free from threats or punishment 
(retaliation) as a result of asserting their 
rights or filing grievances.

• have access to their medical records
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Ombudsman Access 
• Although resident’s have the right to meet an 

Ombudsman in private, there are challenges such as:
• Staff come into the room to provide care;
• Staff hover outside the door of the room you are visiting.

• In these situations:
• Remind staff that our presence in the building helps 

protect resident’s rights and identify problems before they 
get out of hand;

• Ask the resident if they would prefer for the ombudsman  
to close the door when they are talking with them;

• Ask staff to provide you with a private meeting space.
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What is an annual survey…?
• The Illinois Department of Public Health (IDPH) surveys 

long-term care facilities at least once a year to evaluate 
their compliance with the laws and regulations set by it as 
the regulatory agency. An annual survey team usually 
stays in a facility for 3 to 4 days. Complaint sureys are 
done as needed. 
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Survey says…
• Residents and families may contribute to the annual 

survey process. 

• Keep and ongoing log of concerns and the steps you have already taken to 
resolve them. This log can be given to IDPH prior to or during the survey 
process.

• You may approach any surveyor, except those meeting privately with 
residents or observing the administration of medication. 

• Read the annual survey report, which should be on display in the facility 
and available for viewing by the general public. The past five survey 
reports should be available upon your request. 
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What is a CMS ‘F tag?’

• It documents identified non-compliance with federal 
certification requirements using a federal tag (F-tag) 
numbering system along with a detailed explanation of 
each deficiency. The inspection is necessary for the 
nursing facility to continue to receive funding from 
Medicare and Medicaid. 
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What is the ‘F tag and scope?’
• A finding of substandard quality of care indicates that the 

facility was found to have had a significant deficiency (or 
deficiencies), which it must address and correct quickly to 
protect the health and safety of residents. A specific time 
frame for correction of the deficiencies is included.

• A harm tag is issued when actual harm has come to a 
resident. Keep in mind, even a bruise, skin tear, or 
making a resident upset can be considered actual harm.

• Immediate Jeopardy
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Residents’ Rights 

• Resident’s do not lose their rights as citizens just because 
they live in a long-term care facility. Residents have the 
right to:

• freedom of religion;
• freedom to vote;
• participate in social and community activities;
• present grievances; and
• meet with an Ombudsman, community organizations, 

social service groups, legal advocates, and members of 
the general public who come to the facility.
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Legislative Mandates 
• People do not lose any rights just because they live in a long-term care 

facility.

• The Older Americans Act of 1965 established elders’ rights to quality 
of care in Medicare and Medicaid funded facilities.

• In 2016, the federal nursing home regulations were revised to include 
additional detail on how facilities are mandated to honor residents’ 
rights.

• The Illinois Nursing Home Care Act, which closely follows the language 
of Federal regulations, is the state law that protects residents’ rights.
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Need more info about IDPH’s  
survey process?

• link to Who Regulates Nursing Homes? thru Illinois 
Department of Public Health…

https://dph.Illinois.gov/topics-services/health-care-
regulation/nursing-homes/regulation.html

• contact your Regional Ombudsman or

• contact the Senior Helpline
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Recommended Resources
• Illinois LTCO general website: 

https://www2.illinois.gov/aging/programs/LTCOmbudsman/Pages/default.aspx

• Consumer Choice website:

https://webapps.illinois.gov/AGE/OmbudsmanSearch

• National Consumer Voice:

https://theconsumervoice.org/

19

20



3/23/2022

11

www.centerforpreventionofabuse.org
1.800.559.SAFE (7233)

Ombudsman Program Contact Information

Theresa Kuhlmann, Regional Ombudsman:

Tkuhlmann@centerforpreventionofabuse.org; 309-272-2917 

Call the Senior HelpLine for more information: 

1-800-252-8966(V), 1-888-206-1327 (TTY)
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