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Mi ssion Mater s! The OOLTCP mi ssi orne sgisd & ot
rights.

Ad refect on the accomplishmehtsto@amnd tha

every new challenge comes an opportunity
of care for peacplnme craagcceiswirnvg clessngnd supp
diversity, equity, and i ncl uishwinhaghedmai ns

suppogritcl usi ve commuer mes awkBtdamrywonme nlgas t
to feel empowerteod , drveesrplescaTealet haakd e v d d ew

critcal support to strengthen rddiiedent a
OOLTCP is here for al.l I n need of advoca
Despite the victories, | recogni ze that

contnues to prevent many residents from

to gapgual ity ofarlei fsd |dc tavtidleamgsle r mf dpreop ®
and adequately trained staf. This report
create unnecessar.y Fhoar cdedtlaangpkl eb,br ppevopder
transpaasr elnecey of care increasestwi hbwl f the
are spent.

ou wi || read about ©Oece®OFtaegpbagi bl at 6o

the | egislaton antdhpecaBsaigei o suppott that
assisted stioviregesetengrai ni ngs oal anteant .al I

Il n 2019, Mi nnesota passed the El der Care

Stat. 144G) which, among ot her things, e
i ncluding the right to electronic monito
Rei deamastssi sithed | i ving setngs ochuamde& oicacriyeas e

ser vOuwset sa.f advocate on behalf of resi dent
services and housing.
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Toget her, we wil |l ¢ onctonmupea stsoi oandavtoec,a tter afnos
responstierem | oanrgei spgsewhaarne Mli gni ty, resp
at the forefront of every decision.

| acknowledge my deepest appreeoiapeonpte

recei vteaegmloage services and supports, f
partners for your unwavering -dedngabobnl o
term care residents. 't i s youef ocrotmsmi t me
all owing us to make meaningf ul progress

term services and supports.

I n Grattude,

Nl Bbnrar

Cheryl Hennen
St at eTeromgCare Ombudsman
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The Ofce of OmbTuedsmaCna rfadrf QORMTE S f or Mi nn
needing or -treercres eannegc @ L n@mudthi sepparts to
educate, dmdi mdevctaams -treercne icvairnreg sleamnvg ces

rioght s aNear esmhelide of t he AMi amég s astelr vB bceer:
provided by our program are free and con

{ SNBAOSa 2S t NPOARS
OOLTC does nedaterrnme ccalreet & alcang t es. |l nstead

families, providers, iaddvodibaltc ammElnaiymetsse
concerns.

2&Regional Omp&e&s mé @ da @inbVvuwod summt eer s ar e a
designated geographic regions throughout
to protect and honor resident rights by:

e Providing informaton and assistance at
| ohgrm care optons, and -tseurpnp ocratrse afnadc i:
I n the community.

Empowering rasvdeate.to self

|l nvestgatng and resolving compl aints &
vi ol atons, access to services, dischar
progr ams.

Di scussing the right to make compl aint
not discuss or disclose any informator

The OOLTC tneekeetsngprwiiddeh irreRe glieonal i @miped s
many residents acr ossprtohvea dsitnagt ea oweT Mioam en

year our facility visivwhen nccampareedd? Btyo nfe:
Tot al Faci Unique Faci
FY23 43256 1982
C, HnNn ncTyy HHY P
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During fteheeé®RM4 year, our ofce bntroed efl \pe
address the varyaamgosecedisWedaoteanadwnt sl |
t ot alReafi o2n& | Cmbpuadnsdmanng oa dwoacca aye si dent s

A crasgresents an indivi dubadu mbbelras 8 s eeki
i ncreasaed iftrieemover 3000 i n 2023, to near

Total Cases by Year
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This fscal yeanmndiw®admeat wmade?, 83a7n bedcfo nae
resi dersts imgatiset docl cea sMvhancsh, maysepanadeapemadien C
on the compl gxatsity | o fo sdl syeocweusn@dani que resi d

The foll owithlge taadbhegr amliwcs o fb yt hgee nrdeesri, d
and veteran status

It ASyta {SNWSR o0& DSYRBEYyGa { SNWSR o8

Gender Number Number
. Race :
Clien Clien
Wo ma n 1550 Whi t e/ Ca L 1819
Ma n 1170 Not Di sc 725
Systemic 150 Systemic 150
Not Di sc 60 Bl ack/ Af
) 143
Transgend 7 Amer i ca
Bi nary |l ndi genou
) 36
Ameril ca
Hi spani c 31
Mul t rac 15
Asi an 14
Ot her 4

S

/| ftASyGa { SNWSR o0& =+
Vet eran Number
Client

SR |
Not Di s 1358
Not a Vi 1210
Vet er a 219
Syst@ans ¢ 150
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Si mi Wamnmleg ,samyene agedwel 8f caunndd otvikears t t dovfi st
resi denvscagemmabdeed . gLoaokliint |l e deeper int
you' | | Romae cotuhrayc lafent s wer e -80et T™weainan he

ag#d our cT@Hent.s whd

2024 Clients by Age
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Compl ainspeaissathe.f A ocnocreprlnai nt can be m
resident rekacebeanmbabsdvsashgaand.lt Haurrsn, t he |
making the compl ai nO@ndes a ad d reml aoiucto MA@dg & no.
Ombudscnget | rAwiol hedoms dmretl p amd efsndyad er es
for theThescdmmtbaesas i s

¢ KS wSMa RSK/SI / £ ASy
T maSlj dzSad
TA regvseanaédand a @omdplasikrsa |
hel p.
" Hbh2YyaSyi
T Anmbudsman meets with the
(regardless of wheathe coc
about their concerns, anc
l nvestgate and act
obby@dS&dsdl a2y
T Regi onal ombudsman reviev
I nterviews, makes observa
resi dentofi ntfhoer mendvest gat o
nwSazftdom2y
1T Regi onal ombusieslmae twhhe k®r
as directed. by the resi de
pdft2ary3d
T The case is closed when t
ombudsman to stop wor k,
resol ved
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T hteotnalmber
wer e

of waemmleairhtysi dent cal
6, 20t2a ncdo napnl aiinnc/ceoargpd adafntesnlilcyompar ed

Total Complaints by Year
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# of Complaints
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Select Complaint Types by Year and Facility Type

Assisted Living

—

Nursing Home
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Of those 6,202 c
OOLTCresafvad 4, ¢
a91% satsfacton r
Compl aints can b
compl eéexaki ng seve
to reGualaxe&a. shows
t hthte mecdoimapnl ai nt
was resolved i n
The type of facil

det ertnmhieneki nds of
complianwmdstbgat ed
o mb ud smekfo r
exampheaani Btve dv g
factherege, are hi gl
of compl aints ab:q
admi sasnidon ransfer
I nur shomghlaweaer
top comcébonh fac
typesvyen with a
downward trend f
I @3bout t od& agwal it
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Aprevinouwsel yompl ai nt s can b eo nmabdeehhablyf doiff et
resi dreing .yeaf| edeshdemagority ,ofc ocnopmpilsaiin
39% of the c@ompilnagi nitns aftl ead .cl ose second \

(a person that i1 s chosen by th2&85%wWesident
Complaints from facility staf contnue to
Facility staf call for suppemtcowirblgesest
wor k with us on issues.

2024 Complaints by Complainant Type

Resident Representative: 35.5%

Resident: 39.3%

Facility Staff: 12.2%
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I'FaS MY | wSGIMERSyNT &y
Agai nstJahkies*s wmbVved fro
home that hvbdss mcl gsanto
a nursifnvgeovo meHawapns gi
di schatgewas not given
on wher e itsoewyof.acAtl itthy,
mul tcphael | enges r decvedlvap
relatonships with new

At t hi s alew alnawssitsloi tf ye,e |

Jake stated the wéné a
t o‘bae ki €maneddnot compassi S
meet hiFKorneexesmpgbal dhwait for two ho,urs t
never hearing back frlom dithér ¢dblaeinstessc
ment omteadf wo ¢t hreod @ awiet hout giving him his

Li ke anyone el se, Jake wanted to go outs
and have a sbathkhrbberenekskedhe staf at th
di sregar dednhel asktea tse dn eheed stHiear ed i ceydi @ tt her
hiwi th his needlsn dnua e gr engoi lveands iidtx aimmp | lei, s
esr emdm@tr hours because staf had no tme tc

There were other exHempwaess uonfa bmael ttroe ast preeank
privately because he was hwruab |lbes stscs acappadrea
took him of his medicatons and chkeged h
requested his soil ed damdtagmetsdeaoes Intgpa n g e d
sores. Becauswaofhddape tsolriesed hsseveral t mg

Jake grew scared of |l osing his “hehamg ng
stop conpmpel anionuilndg not banaddblodvende Weée & og date mis
pl ace hdawahketdhfeaictsH at ymibsonteomst awaby b
never fgrimeesno |&h aotn . Wawatea move cl oser to h
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and the community he | oved.

ThiRegi OmabdsMR@ecame 1 nvoheddasd elnakde’ tso

concAfes | i st ehnel mRgot t ovihsktdpekfef ,acts Evemahgcar e
confemencaswsar ifduesd gri evances .walkrefl arctt tamd 1
ma kaenoyhanges omoassgotlawdtalci | ity cl oser t

Il n partner s hwipt wi g hpqidriede wiRadmnsr, eh eatbp e ¢ et
accepted to a newAtatihlki neg woMoaisted a,lheyd h 3
recei vednldheam@ymor e i ndepewase napawdttehio peaat
I n actviteandgoe valitwe denapkpes meoodhenect ons
wi t hset dfakegevem | i f chair fdm&khpsessoed t
satsfacton with the advocacy the Regiona

- s - O O N 7 A
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Marwas a tesidgnin an aGusri sGdecaei viedi mqg fean
aboupr @attenraimert ng due to &am MmuT BRegida magl b

OnmbudsMmMR@et Mawt dihegwiutssat on antda sgseitstth o n s
this bildl I Sssue

TherR@chedMay Wsa utgdailea had powet oofieatar be
under st Mmag isn d naarindc etso | dt lhe r o atb © @ & al da pnsge biin
hemedi cal d&sesitsd amaeer wor k not being rene

Soon afer t héaete A®mM ertsat dn v iniR@h eDyi rweecrteo r
getngvolved due t o s us pniBce coanu soef offn atnhcel acli
our pROtnered with the AAdshtedPlLotvealgv ®i
i nvotlovredl a resol ut on tfeorrmi Maarbymnat nhdg f aévaociid i
mul tple meetngs with diferentMaage nsc ideasu gan
expr esses eldadh alve enig vdaifkeau t hy t he county to r
medi cal assi sMarny ewgpxualpemeowioki aff security
payments nfont al mpsbuyear, the assisted I
payment .
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As t me ,wetnhteroen was hioe mpapg ear wikeody c al

assi sMarnyc’'es daughter di danmdote vrang putad d iyt, ot |
|l ssued a t erQOmicneattohnatnontodVer.ey wa sdgugatepay
$30i0M hiopediweldde!l ay t hebuer mherameheaynwdsf o
I nsuf ci elnntc rfevansdesd, r mawbsopuats s D hl e f nanAfiearl e x
recei ving corse RO ffrlcend Manr ya,ppteal t o prev
terminated/ evicted

ThRO conteaegdledArdptesbaert pMarAWduiln tPre taepgge
Services ittngai steat mdbowuf t kef iNvestc gt omall
i nsufcient fund®henc dMantiyMasirmvelicawamaldn g ay me
apprdbereedi cal @mrsdimsg@mmaEpeey meomtt heTHaci | 1t
atorney woré&onguf oeadMwmil §ytheia@clya tiotryney r ega
t he aBRBereaalse t haeppauwnegwpdhadl| arsdipErntawniceed
reacopaayent t her éaedih@t yyi scharge and the o
Mary had signifcant
and needed ongoing s
managing hA&Am émangers
guardian and conser v,
t Martyo e fusnudrse are pai
for warMe maiinn her

apartment at the faci
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a2@Ay3a 12YS aAayySazal {StF¥ ! Ro20F0e {LISO
OOLTE€c efiuwnedsi ng

fraoame Feder al \
Foll ows the Per
Demonstr at olnhigsr
fundirmngfidirbs e e

f utlmhe -S@Vvdcacy

St.&fpeci al i sts i
positon devel op
I mpl ement state
: training curric
88 Minnesotans |iv
lontg@greare. They

educate and i ns
people to advocate for t,hewmhsiellev etse aacnhd ntgh
aboutt dromgcar e. redgaesioddiroy@sdnt efThedkirmag,ni ngs
teaching facility st arfs ctreeasti ed @inrivsipotnnage det &
everyone.

e

il T At

¥ Residenrs FunCeril gy
 proaman el |
_Coresive

Q hsios. -
,;_)g(‘{aﬁ'\f L
- el

SeAdvocacy staf providandndoptnos delahdhhe mlmodn ¢s |
care commawni wegSkp pwirtth can i nclude assistn
Resident Council.s and Family Council s

wSaARSGIHIYANTyER / 2dzy OAt 9 RdzOl a2y oOowC! /90 { LJX
The OOLTC receives $5 per actve nursing
provi de eRsc atedatmit@oydh ci | s i n .Tnhuer ssipnegc i haol me
emphasesmpewering residents to take the | e
the need for QGOIATC i anteaafldvatrnyee mtvai | abl e t o
Regional Ombudsman whHesei defmmrGoyacinlke eidn wi k
respectse region

A recenonfprcofcii spunnci | partcipaton in t
process at skilled nursing facilites who
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a candidate fGenseesifhotr f Medisc &fCaMSand Me

Hi storically, residents are rarely aware
special focus facility, or candidate f ac
I mprovement proceftdarheT ha metxo epdracattiadre h B y
report to the council as to the addkrass 0 f
what i1 s being dose to i mprove the issue

| AAKf A3IKGay

1T SeAdecacypsbaided training atanthhéakead:i
Providers Care Conference

1T 72r2esi denbss Mienpreswitde d edd U cel mdng r onn
cateptittast i ncl ude:
O Resi dentws’'t hr iagshstisstc ends i & i ngw 144G
o Seddvocacy training
O ResidenDeCeblbapment

T Speciali stike smpipontreé eaealc epRmeaslitd eoft Coun

1T 5 professional ttraiinemgnscaeeespadbvadaec
me mber s.

1T Ovdld I|-toemgm care communites received su
Advocacy Specialists.

{ Sif F@2 OF Oé8 2 2NJ aKz2LJ

Educaton contnues ftoaod Wweec aac yc.r i Ricvad ianstpeercat
avaiflae@tare ci pants | eaWor ladtompgiisctcsh aridre r i ght
ldntroducton to the Ombudsman program
2. Resident Rights

3 What's I mportant to You

4 Resident Counci l

5.SeAdvocacy 101
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Th@f cceont nsceosnmitt me nt-c € ot epreedsmens s as an 1 n
guality care. To enhance the Of cce€e nst ecraepda
practces, as well a-dayot paionideg t,heoouirg h m

Of creas 3 cerLLtatdePedydPMInkiimegr s on st af.

Thi scegeaF@EWr ailreadmmsaat nalfmirhgst af andwo ol u
SéAdvogaaflsad t he opportunity*“2t0a2 4p rTeLsCe nPtC
Gathering Chaefhenemge’Comikenif owhker &/itrlge yni a
presented on empoweFrienrgn pceaopel ec olmmuinn g eisn

PCWtraining is an interactve skild!l develc
devel oped bfommanlLegrCheonngeRerdsoPr act ces. F
l4hour training receive certfcaton from t
Practces. 14 Rmerge coetiddeedOmbaaitesre t r ai ni ngs
of eredchmegeofand focused on persontsertrmat
care services -tamamr g8 up paolvsednedr Ecoanagel r s tPECT t ¢
trai.A3-magwr expl or at on ftorra iPnhi enbge | wpaasn tcsr el ant ce
managertse,r nh ocnagr e soci al workers, administ
st a@Afddi t drdat iwvgl setrended compliest dd ai ni ng.
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Certfed Ombudsman Vohvatlt eabt e( QDYassari esoa
ROs with adw@O¥cy ewmalrigst hyreamaghous recruit
ef ortisnclubdniapgrgess rel ease t@OQut webespoesws
canleur Nmtggonal Volwinatheretre oBMeie&xkwwe Ombuds man
HennemtSttahre Tri bune publishedt hT hnteewemecr
COVs

Number of COVs Hours Donated by
28 COVs
22 3,277

1,883

mFY 2023 © FY 2024 mFY 2023 = FY 2024

The value of COV h&urlsB,7tfrBarn sfl sactaelB h yreaurg h2 (
estmated valitulee clomeesp d mdawanntth Sehcet oDBa sCed d
on t hiMi nsiteamsdost,aa “ Val ue of, Vwhiulne eehé mat
i's at O833 vHPauret exrce pt on adn tarnwds theadr et d ecerne
rel atonshitpesr nwictahr e cornegssd dMnins®esot a.
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https://independentsector.org/resource/value-of-volunteer-time/
https://independentsector.org/wp-content/uploads/2024/04/is-vovt-report-all-years_v2-1.pdf

Number of COV Number of COV

Activities Continual Education
Hours
2,408 645
mFY 2023 = FY 2024 mFY 2023 = FY 2024
Thi s cytevairtnecshupe i di ng | rafsesrimdtacmrceand, resi

and staf dur COVYs palkg eidipycwindintus . ngbedudahn
ofCOV applicants,ansamhnbdyngouvasadeimeten qngs,
residents .with concerns

| AGKE AGKay 3 2dzNJ £2f dzy 0 SS NE&

G/ h+ WSYYATFSNI . dzNJ KF NI RAF
O2y OSNYy FTNRY | NBAARSYOG A
5dzS G2 GKS NI #&dzRINR CPARE TG KA
GKS FTIFOAftAGESR NBYSQSNJ@SN
1 s KSSt OKIF ANJ 6KAES Ay
adzLILI2 NI F2NJ 6KS NBAARSYI
KSf LISR GKS TILOAtAGE VI DA
KFR GKSNI LR KSfL &#&8ERNK

A o~ oA

P L2 6 SNBSRSt OK I A NJ {I KLELINEE BANR ki &
0KS NBFABRSRSENKS YREYPSaaH |
( G o1& 3IAAGSYy KSI
S G2 1SSLI AG ¢

« Ci

» R
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— e, —

p

N C
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N /A

FYR 61 & |o
A1AEfAHE
A resident smiling
Burkhart -Regi onal Ombudsman Dave C

COV Jenni fer Bur khardt
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SaANIrofSo {KS KlFIa KFER O02YYdzyAOl a2y

Syud 20SNYff &dresda¥flOaz2yd {USLKIYAS |
12 f2RASND K2YS GXKSNMBIRENY w2&a 12/yRSE &5
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-Regi onal Ombudsman Sally Schoephoester
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9PSY IWENE®RIK (GKS INRARSOI YyC
NEaARSY(l RAGf AGKS&E2NMSAKS?
= | R T OAtAGRD

COV Ronna boekefztwitl . . . . .

¢tKS aSO2yR AaadzS F2NJ GKS
fAIKG ot a y20 60SAy3 I yasSNERJOENIAGH (G AfyA
2dzi 2F NBIFIOK® w2yyl aLkRi1S 42 aidld IyR &k
0SR | yARI WIKSIS(RSR G2 06S Of ALIWISR a2 GKS NBaj
G2 GKS | gSye2y 2F GKS b22NJ adla ydz2NBRS |0
¢KS OKANR YR Y2ad LINBaaiAy3d AaadzS F2N (K
GAK O2YYdzyA (e aKSNIDRAB R ANI YKIAGB2Yy oF O1 G2
NEaAARSY(d O2yasSyiszs w2yyl O2y@dSeSR (GKAa O2
dzy' l 6 N3 2F K2¢ G2 lFaarad sgA0K GKS AaadsSo
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gl & RdzS (G2 GKS w2yyl Qa @A 3MNPAARS yIHIR @2 Gl 0 &
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The 2024 | e geinsdleadtawdi dashgges ioanmi bus bi | | I n
ot hseessi on. OOLTC did experiencescalcaxtesrs
Training bill that requires minimum trai
Regi onal 0 mb aldasrngeenr rpeoprotrotn of casewor k i ¢

beter understand the needs of resident s
partcularly those needs related to sympt

Resi dreenpmsr a vseder qui ¢ k hteo rceaslildenltl iisf utpset
of en escal ates confict instead wdradeidna
bill to require some training in mental
Senate Human Services Chair John Hof man
hours of training f eroimewtgspteafniyaenadr .1 Wha u
as much training we hoped would become r
requiremenftegtoesn i hualoy el, 2025.

Th@f csupported another key bill that pass
greater fnancial transparency from nur si
( DHS) presented this bildl requiring addi
costsssuemt af or those nursing hWwemes t hat
supported this bildl because we are recei

residepdt ami lryelnaetnebde rtso t he cost of care
servitcear ¢ hmpart of -at hreeshaseind 'sse rcvaircee 9 | tar
must provide to maintai-meitthgger et dbat hg

on a regular basis.W&haéaeari agthbi mogeaegsy
frequently from multple sources, includi
added transparency twvhialtl ihse lnpo wa irsevwgeuri rtehdat

One part of the answemrn toemhdivafoguesgtuan yi
purchasing a greater number of nursing h
equity funds typically generate proft fo
purchased business. There iseddbyt ohel Ce
for Medicare and Medicaid Services (CMS)
funds are purchasing nursing homes. Priwv
der mat ol ogy practces, mobile home parks,
Il ndustriisesnotThins i s$ee muocvaageat Aael dblwmg exar
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|l ssue, we see corporate ownership of nur
practces that move money out of a nursin
proft a practctuomhelni cal 1 eldowep trawdetk2i On2g5

with a coaliton of Consumer Advocates to
coaliton has drafed | a-hgonagkiagmpdaat cks
t he tleornmg care industry. Whil e-yetahri sevfeosrstu e
will diligently work to support nursing
paying pr-ieametgrel ongurance, Medi cai d,

benefts) for resident <care.

OOLTC RepeRY24 23



I NNJA S NA

Every year as part afesOQi@0dm@ sranouval ssap

t he OOLTC i ttseerlni coarr et hsey sltoemmg f r om wer Ki ng
persp®&8etl wev. are previous barriers that ha
1 )Ment al Il |l eseababod tOeaining was requir
but not for staf at assisted | iving fe
assisted |living staf which care for tF
homess Whas an initatve that we | ed.
2)The state contnues its strong fnanci al

presence of regiohat momduesimaani Bint ¢é ® ni
residents know their rights and know I
what they need from the staf at their
representng rtesrind ecmtrse isretlnaggmsg and t est
Legi slTlasstkvd&orce on Aging. We were al so
Mi n n elseogtiasTlasstkveFor ce on Guardianship.

¢KSaS o6F NNASNRBENAYFRW LYRNRKES YBSY (Y

l)Lack of stafng remains an i ssue acros:
qguality of care for residents. Three
and have not yet reached full capaci t
ombudsmen ntéemitdents feel resigned, knc
for services and do without certain tl

under sttamel dthaft are working incredibly

everything on their care plans. This |
ensure high quality of care and resi de
2)Assisted living |icensure achieved nur

contnue to be threatTsheti®ftahed syee p rno tde cst
at negotaton tables to advocate for re
Il ncreased tduwwedeamededs tfaofr are wor king c
casiescl uding cases involving the prese
wrongly asked to move.

3)Transparency itnerfmuncdairneg ifsa setkld h gamnd ii nsgs
and where money meant for resident car
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actual funding emremr dsarcef stylsd elmorsg t hat
adequate quality of care for resident s

4)The Ol der Americans Act and Feder al R ¢

program i ndepenadmrfsiod@tt emce sftr.ed hef Of ce
t he MN Boaadmoni sagragvely housed withi
Human Services. Our work includes cont
policies, procedures, and processes tI
Of cet lhat esat elel ay.

These barri eDss @mirtee sanwgalili lIf lce mge-wmar soanaduo
program that works to empower, educat e,
guality of I|ife forermcepnendsesr wifceés caars

126 2SQNB Cdzy RSR
Funding for our Ofce comes from the Stat

( OAA)otahred Ve Ur eegr atefuas twent hbe sawppefd
safeguard resddempsbveigut sservices for

OOLTC 2024 Funds

. State Funds

Other Federal Funds [JJJlj OAA Title Vil - Chapter 3

B osaTite 1 - state Level [ 0AA Title Vit - Chapter 2
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Educaton (RFAC( Regi onal Omb Regional Omb
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