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• LTCOP representatives are resident-directed advocates. 

• LTCOPs advocate for quality of care and quality of life of residents 
in long-term care (nursing homes, board and care/assisted living, 
other similar adult care facilities). 

• LTCOP provisions in the Older Americans Act (OAA) include:
• Investigate and resolve complaints 
• Provide information to residents, families, staff (e.g. residents’ 

rights)
• Advocate for systemic changes to improve residents’ care and 

quality of life. 

What is the Long-Term Care Ombudsman Program (LTCOP)



History of the LTCOP
1972

• Five Nursing Home Ombudsman Demonstration programs established to focus on nursing home 
resident complaint resolution

1978

• Older Americans Act (OAA) amendments required all states to establish an Ombudsman Program

• Program designed to be a local, community program utilizing volunteers

1981

• Duties expanded to board and care homes (e.g., Assisted Living Facilities)

• Name changed from Nursing Home Ombudsman Program to Long-Term Care Ombudsman 
Program (LTCOP)

1987

• LTCOP access to resident records (with resident consent)

• States must prohibit willful interference of official LTCOP duties and/or retaliation against a LTCOP 
representative, resident or other

• individual related to LTCOP duties

2015

• Final Regulations for the LTCOP were published in the Federal Register on February 11, 2015

2016

• LTCOP Rule was effective July 1, 2016

• Older Americans Act was reauthorized



What Does the LTCOP Do?

Identify, investigate, and 
resolve complaints 

made by or on behalf of 
residents.

Provide information to 
residents about long-

term care services.

Provide technical 
support for the 

development of resident 
and family councils.

Advocate for changes to 
improve residents’ 

quality of life and care.

Represent resident 
interests before 

governmental agencies.

Seek legal, 
administrative, and 
other remedies to 
protect residents.

Ensure residents have 
regular and timely 

access to the LTCOP.



What the LTCOP does 
NOT do:

• Do not conduct 
licensing and 
regulatory inspections 
or investigations

• Are not Adult 
Protective Services 
(APS) investigators

• Do not provide direct 
care for residents

• LTCOP representatives are knowledgeable of federal and state 
regulations and will refer to relevant regulations as they 
advocate for the highest quality of care and life for residents.

• If necessary, with resident consent, a LTCOP representative will 
file a complaint with licensing and regulatory.

• LTCOPs provide information regarding preventing and 
reporting abuse, neglect, and exploitation.

• LTCOPs do not have the same standard of evidence 
requirement as APS and are not the “official finder of fact.” 
LTCOPs attempt to resolve complaints to the residents’ 
satisfaction (including those regarding abuse), not gather 
evidence to substantiate that abuse occurred.

• If necessary, with resident consent or permission of the State 
LTCO if the resident can’t consent and does not have a legal 
representative, the LTCOP representative will file a complaint 
about alleged abuse.

• LTCOPs share information about quality care practices and 
ways to enhance the quality of life for residents.

• LTCOPs are a resource for staff training and provide 
information for community resources.

What the LTCOP can do if needed:



Who does the LTCOP Serve?

• Individuals, regardless of age, living in long-term care facilities 

(e.g., nursing homes, assisted living/board and care, similar adult 

care facilities). 

– In accordance with federal law, facilities must provide the LTCOP with access 

to residents.

– In a small number of states, LTCOPs also visit individuals that receive long-

term care services in their own home. Connecticut Being one of them.

• As resident advocates: 

– The resident guides LTCOP action. 

– The LTCOP needs resident consent prior to taking any action on a complaint 

or sharing resident information. 

– The LTCOP seeks to resolve complaints to the residents’ satisfaction.

– The LTCOP represents residents’ interests, both individually and systemically.

– The LTCOP empowers residents and promotes self-advocacy.

*If the resident cannot provide consent, the LTCOP representative will work with the resident’s legal 
representative or follow their state procedure if the resident doesn’t have a legal representative. 



Who Represents the LTCOP?*

• 53 State Long-Term Care Ombudsman Programs

– Each state, Guam, Puerto Rico, and Washington D.C.

• 446 local Ombudsman entities

• 1,835 full-time staff

• 4,049 certified volunteers donated 231,447 
hours of service

– All designated representatives of the Office receive training, 
including volunteers

– Not all programs utilize volunteers

*2022 National Ombudsman Reporting System (NORS) data https://ltcombudsman.org/omb_support/nors/nors-data 

https://ltcombudsman.org/omb_support/nors/nors-data


Meet the CT Long Term Care Ombudsmen

For a list of the regional ombudsman and the towns they serve, click here.

https://portal.ct.gov/LTCOP/Content/Contact-Us/All-Regions-with-Map




What 
concerns 

does an 
Ombudsman 

address?

• Violation of residents' rights or dignity

• Physical, verbal or mental abuse, deprivation 
of services necessary to maintain residents' 
physical and mental health, or unreasonable 
confinement

• Poor quality of care, including inadequate 
personal hygiene and slow response to 
requests for assistance

• Improper transfer or discharge of patient

• Inappropriate use of chemical or physical 
restraints

• Any resident concern about quality of care or 
quality of life





Get to Know the LTCOP

Contact the LTCOP if you know a resident that may 
benefit from a visit with a LTCOP representative.

• Contact the LTCOP if you, or someone you 
know, needs information about long-term care 
services and supports. 

• Share information about the LTCOP with 
residents, family members, and your 
colleagues. 

Telephone: 1-866-388-1888 or 860-424-5200

Fax: 860-772-1704

E-mail us: ltcop@ct.gov

Facebook: www.facebook.com/CTLTCOP

Website: https://portal.ct.gov/LTCOP

For a list of the regional ombudsman and the 
towns they serve, click here.

For a Map of regional ombudsman and the towns 
they serve, click here.

tel:18663881888
tel:18604245200
tel:8607721704
mailto:ltcop@ct.gov
http://www.facebook.com/CTLTCOP
https://portal.ct.gov/LTCOP
https://portal.ct.gov/LTCOP/Content/Contact-Us/All-Regions-with-Map
https://portal.ct.gov/-/media/LTCOP/PDF/Regional-Ombudsman-Territory-Map.pdf


LTCOP Complaint Investigations
• LTCOP representatives:

– Investigate individual complaints and address concerns that impact 
several or all residents in a facility.

– Can address general concerns they personally observe during a visit 
(e.g. odors, concerns about the environment, staff not knocking on 
resident doors before entering).

– Cannot share information without resident consent.

– Investigate to gather the facts, but the main goal is to resolve the issue 
to the residents’ satisfaction.

– Call upon others to fulfill their responsibilities to residents.

– Represent resident needs by working for legislative and regulatory 
changes (e.g., coordinated systems advocacy lead by the State 
Ombudsman).



Residential Care Home Resident 
Rights

✓ Be Treated with Dignity

✓ Be Treated with Respect

✓ Have Personal Needs and Wishes Considered

These three rights should be applied in every situation between 

you, the staff, and other residents of your RCH. 

CGS 19a-550(b)(10) 



Residential Care Home Resident 
Rights

• Residents do not have to give up any of their rights under Medicare or Medicaid.  They also have the 

choice to apply for either of these programs. 

• Residents are allowed to have quality care and services, with fair arrangements based on your personal 

needs and wishes. 

• Right to be Free From Abuse/Neglect. 

• Right to File a Grievance with RCH Management, Department of Public Health, Elder Protective Services, 

The Long Term Care Ombudsman Program; without the fear of retaliation or reprisal. 

• Residents have the right to choose what to wear and what personal items you can keep in your room. 

• Residents have the right to keep and use personal clothing and items. 

• Residents are not required to do any work for the RCH that they do not want to do. 

• Residents are allowed prompt access to the Ombudsman to provide information about their rights. 





Residential Care Home Financial Rights (Cont)









































Telephone
1-866-388-1888 or 860-424-5200

Fax

860-772-1704

E-mail

ltcop@ct.gov

Facebook

www.facebook.com/CTLTCOP

Website

https://portal.ct.gov/LTCOP

For a list of the regional ombudsman and 
the towns they serve, click here.

For a Map of regional ombudsman and the 
towns they serve, click here.

How to Contact the CT LTCOP

tel:18663881888
tel:18604245200
tel:8607721704
mailto:ltcop@ct.gov
http://www.facebook.com/CTLTCOP
https://portal.ct.gov/LTCOP
https://portal.ct.gov/LTCOP/Content/Contact-Us/All-Regions-with-Map
https://portal.ct.gov/-/media/LTCOP/PDF/Regional-Ombudsman-Territory-Map.pdf


HCBS Final Rule: The Animated Series for Service 
Providers -

https://www.youtube.com/playlist?list=PL2sVu_V
i1tqX4cuLZ-PBXa0vufTYDcseT 

Residential Care Home Toolkit -
https://portal.ct.gov/-

/media/LTCOP/PDF/RCH/RCH---Toolkit.pdf 

LTCOP Involuntary Discharge Portal -
https://portal.ct.gov/LTCOP/LTCOP-Discharge-

Portal 

Resident Council Toolkit – 
https://theconsumervoice.org/uploads/files/long

-term-care-
recipient/Resident_Council_Toolkit_FINAL_ELECT

RONIC.pdf 

Additional Resources

https://www.youtube.com/playlist?list=PL2sVu_Vi1tqX4cuLZ-PBXa0vufTYDcseT
https://www.youtube.com/playlist?list=PL2sVu_Vi1tqX4cuLZ-PBXa0vufTYDcseT
https://portal.ct.gov/-/media/LTCOP/PDF/RCH/RCH---Toolkit.pdf
https://portal.ct.gov/-/media/LTCOP/PDF/RCH/RCH---Toolkit.pdf
https://portal.ct.gov/LTCOP/LTCOP-Discharge-Portal
https://portal.ct.gov/LTCOP/LTCOP-Discharge-Portal
https://theconsumervoice.org/uploads/files/long-term-care-recipient/Resident_Council_Toolkit_FINAL_ELECTRONIC.pdf
https://theconsumervoice.org/uploads/files/long-term-care-recipient/Resident_Council_Toolkit_FINAL_ELECTRONIC.pdf
https://theconsumervoice.org/uploads/files/long-term-care-recipient/Resident_Council_Toolkit_FINAL_ELECTRONIC.pdf
https://theconsumervoice.org/uploads/files/long-term-care-recipient/Resident_Council_Toolkit_FINAL_ELECTRONIC.pdf


QUESTIONS?


	Slide 1: Residential Care Home Resident Rights Presentation February 2024
	Slide 2
	Slide 3: History of the LTCOP 
	Slide 4: What Does the LTCOP Do?
	Slide 5: What the LTCOP does NOT do: 
	Slide 6: Who does the LTCOP Serve?
	Slide 7: Who Represents the LTCOP?*
	Slide 8: Meet the CT Long Term Care Ombudsmen
	Slide 9
	Slide 10: What concerns does an Ombudsman address?
	Slide 11
	Slide 12: Get to Know the LTCOP
	Slide 13: LTCOP Complaint Investigations
	Slide 14: Residential Care Home Resident Rights
	Slide 15: Residential Care Home Resident Rights
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37: How to Contact the CT LTCOP
	Slide 38: Additional Resources
	Slide 39: Questions?

